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Abstract The purpose of this study is to examine the factors which influence employee satisfaction among the senior
non-teaching staff members in higher educational institutions in Malaysia. Employee satisfaction leads to ensuring that a
higher productivity is derived from all employees within an organization. The four variables viz. management knowledge,
leadership, training and employee satisfaction were measured using a 5-point interval scale. Using Structured Equation
Modeling (SEM) technique, it was found that leadership has a significant impact on employee satisfaction whereas man-
agement knowledge and training do not significantly influence employee satisfaction.
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1. Introduction

In everyday life, students always interact with
non-teaching personnel for academic purposes. It starts from
the application, registration, examination issues, and the
lecturing schedule in addition to many others. Even though
website and other helpful sources give the information ac-
cording to their needs, it could be argued that students find
difficulty when dealing with the non-teaching personnel as
compared to the teaching professionals in higher educational
institutions. It can adversely affect the image of an institu-
tion. That is why employee satisfaction among the
non-teaching personnel is amply indispensable as it further
leads to the quality of treatment they offer to the students.

Employee satisfaction is considered in empirical studies
either as an overall feeling about the job, or as a related set of
attitudes about various aspects of the job[1]. Locke[2] de-
fined employee satisfaction as "...a pleasurable or positive
emotional state resulting from the appraisal of one's job or
job experience".

1.1. Research Problem

Employee satisfaction is often linked to the quantity. ‘Pay
for performance’ is most likely the criterion of an or gani-
zation to gage its employee performance. Smith, Kendall and
Hulin[3]; Spector[1] stated that employee satisfaction is the
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positive affective response people have to their jobs and
employment. Employee satisfaction is important, as it is
associated with better job performance[4], lower absentee-
ism[5], higher organizational citizenship, greater organiza-
tional commitment[6], lower intention to leave[7], lower
turnover[8],[9], and better safety[9]. It is also an important
component of overall well-being. This research is an attempt
to articulate the factors which have supreme influence on
employee satisfaction among the senior non-teaching staff in
Universiti Utara Malaysia.

1.2. Research Objective

The objectives of this research are:

1. To determine the direction and extent of relationship
between leadership and employee satisfaction

2. To ascertain the direction and extent of relationship
between training and employee satisfaction

3. To determine the direction and extent of relationship
between management knowledge and employee satisfaction

2. Literature Review

2.1. Employee Training and Employee Satisfaction

The research indicated that training has positive impact on
employee's productivity, which results in higher levels of
employee satisfaction[10]. Numerous studies observe that
workers who receive training report higher levels of job
satisfaction. Marie[11] stated the development of compe-
tencies through various training programmes has a positive
impact on employee satisfaction. In particular, employee
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training increases an employee’s ability to perform tasks[10].

The different research studies also argued that a lack of
training has been attributed to shorter employment tenure,
frustration and job dissatisfaction[12]. Therefore, it is im-
portant to make clear the casual linkage between employee
training and satisfaction, whether the employee training will
increase employee satisfaction or not.

2.2. Leadership and Employee Satisfaction

The relationship between leadership behavior and job
satisfaction has also received a great deal of attention in past
research. Leadership refers to the process of influencing the
team to accomplish the goals[13]. Leaders are key success
factors of an organization[14]. Skillful leaders recognize and
use the interpersonal relationships in the teams and
strengthen the members’ loyalty and morale. Effective
leaders must learn skills such as patiently sharing informa-
tion, trusting others and recognizing the timing of interven-
tions[15]. In recent years, numerous scholars have tried to
discuss leadership from new perspectives including em-
ployee satisfaction.

2.3. Management Knowledge and Employee Satisfaction

One of the major factors that affects the commitment,
work effort and employee satisfaction of staff is the way they
are organized and also how they relate to the management.
Employees need to possess adequate management knowl-
edge. In the extant work, May, Korczynski and Frenkel[16]

presented the market model of knowledge work organization.

Management often adopts new practices and measures that
bring pressures onto the firm to manage employment rela-
tions and work motivation. The psychological contract that
used to bond employees and organisation together is in de-
cline.

2.4. Hypothesis

Based on the above, we came up with following hy-
pothesis for this study:

H1: There exists direct relationship between training and
employee satisfaction.

H2: There exists direct relationship between leadership
and employee satisfaction.

H3: There exists direct relationship between management
knowledge and employee satisfaction.

3. Data and Method

3.1. Research Framework

Based on the literature and researcher’s focus on the sat-
isfaction of senior non-teaching staff, this study explicitly
identified employee satisfaction as the endogenous variable.
And the three exogenous variables identified for the study
were training, leadership and management knowledge (Fig-
ure 1).

Training

Leadership

Employee satisfaction

/

\

Management
Knowledge

Figure 1.

3.2. Sampling

A discussion was carried out with the UUM administra-
tion and it was jointly identified that there are around 400
staff eligible for this survey according to the objectives and
seniority factors identified as per this study. Technical,
support, marketing and other staff were given more impor-
tance in the sampling process for this study. From there, we
finally circulated questionnaire to 150 staff and we received
a response rate of 66.6%.

3.3. Questionnaire Design

For this study, a standardized questionnaire was designed
in accordance with the three hypotheses wherein the three
independent variables viz. Management knowledge, lead-
ership and training consisted of 3, 6 and 7 items respectively.
On the other hand, employee satisfaction, the dependent
variable consisted of 6 items. A Likert’s scale of 5 options
was used for each of the items. After conducting the face
validity with 10 experts and incorporating their suggestions,
the study also involved a piloting exercise with 30 samples to
ensure that the instruments are appropriately usable and
conforms to the statistical and structured equation modeling
(SEM) requirements in terms of Chronbach alpha, composite
reliability, etc.

3.4. Data Analysis

This study used structured equation modeling (SEM)
technique and relied on the uses of AMOS 20 and SPSS 19
for data analysis. Exploratory factor analysis (EFA) and
confirmatory factor analysis (CFA) were conducted for all
variables individually to ensure that the items are free from
high correlational relationships with an ultimate aim to
achieve the model fit. It was carried out after consistent
amendments in the data set according to needs identified by
normality and modification indices (MI) in order to achieve
adequate goodness of fit. Thereafter, the hypothesized model
was developed which initially showed Heywood cases and
thus it had to undergo some modifications according to the
abnormalities highlighted through several indices in the
AMOS output.

4. Finding

Upon completion of the above, finally the revised model
was achieved meeting all requirements and possessed ade-
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quate goodness of fit with values for ratio as 1.588,
P-Value as .074, GFI as .953 and RMSEA as .077 (Table 1 in
appendix). The findings showed that leadership has a sig-
nificant impact on employee satisfaction whereas manage-
ment knowledge and training do not significantly influence
employee satisfaction.

4.1. Hypothesis Results

It was found that only hypothesis 2 (H2) is supported
( p=.831, CR=3.66, P=.001 ). It shows that there is a direct
and significant relationship between leadership and em-
ployee satisfaction. Hypothesis 1 (H1) was not supported
(p=-0.598 , CR=-1.872, P =.061) which shows that there is
no direct impact of training on employee satisfaction. Hy-
pothesis 3(H3) was also not supported by the findings
( p=.143 , CR=.766, P = .444) which exhibits that manage-
ment knowledge and employee satisfaction possess no sig-
nificant relationship (Table 2 in appendix). Additionally,
with a SMC of .579 for ES, the revised model explains
57.9% variance in employee satisfaction.

5. Discussion

This study supports that there is a significant relationship
between leadership and employee satisfaction. It is in line
with the new studies of leadership theory which have par-
ticularly stressed on the influences of demands between
leaders and subordinates, the interaction of personality traits
and situational factors on leadership[17]. Leaders must
select a proper leadership style according to their subordi-
nates’ different demands for supervision, in order to enhance
employee satisfaction and fulfill expected goals. Leaders can
develop their subordinates’ potential and enhance their con-
fidence and satisfaction by changing their values and beliefs
in order to increase their organizational commitment, inten-
tion and motivation to create exceptional outcomes.

Training and management knowledge have been found to
have insignificant relationship in this study which is in con-
tradiction with many studies done previously. It can be at-
tributed to the fact that in higher education institutions,
senior employees already possess reasonably appropriate
amount of training and management knowledge and proba-
bly therefore, these factors do not play a major role in en-
hancing their satisfaction.

6. Conclusions Future Research

This study took into account three exogenous variables
and one endogenous variable. During the study, the re-
searchers observed that long term plans and fair growth
options may have some moderation effect on the satisfaction
of these employees. Future research can be directed towards
studying their moderation effects. Also, rise in monetary
benefits at regular intervals can be studied as an exogenous
variable and thus its relationship with employee satisfaction

can be further studied. We also suggest some qualitative
study in order to throw further light on why training and
management knowledge have less significant impact on
employee satisfaction in context of senior non-teaching staff
in higher educational institutions.
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