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Pengerusi: Mohd Nizam Osman, PhD 

Fakulti: Bahasa Moden dan Komunikasi 

 

Kepuasan komunikasi dalam kalangan pekerja adalah penting kerana komunikasi dalam 

sesebuah organisasi merupakan asas yang menyatupadukan aktiviti semua fungsi yang 

wujud. Hal ini kerana komunikasi yang berkesan antara superior dan subordinat akan 

membentuk suasana kerja yang penuh kepercayaan. 

 

Walau bagaimanapun, masih terdapat beberapa batasan dan halangan yang boleh 

mengganggu kelancaran proses komunikasi tersebut. Oleh itu, penyelidikan ini bertujuan 

untuk mengetahui hubungan komunikasi interpersonal, komunikasi superior-subordinat 

dan halangan komunikasi dengan kepuasan komunikasi staf sokongan di UPM. Kajian 

ini menggunakan Teori Penukaran Pemimpin-Anggota (LMX) untuk mengenal pasti 

kepuasan hubungan di antara staf sokongan dan pegawai akademik. 
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Kajian ini dijalankan dalam kalangan staf sokongan di 15 buah fakulti yang terdapat di 

Universiti Putra Malaysia. Data dalam kajian diperolehi daripada 291 responden yang 

terdiri daripada staf sokongan dari setiap jabatan di fakulti. Penyelidikan ini adalah 

berbentuk kuantitatif dengan menggunakan soal selidik sebagai mekanisme perolehan 

data. Data yang diperolehi telah dianalisis menggunakan SPSS (Ver.18) dengan 

prosedur statistik deskriptif iaitu kekerapan, peratusan, min, dan sisihan piawai dan juga 

prosedur statistik inferensi iaitu ujian korelasi. 

 

Hasil kajian menunjukkan bahawa terdapat hubungan yang signifikan di antara 

komunikasi interpersonal dan amalan komunikasi superior-subordinat terhadap kepuasan 

komunikasi staf sokongan. Didapati responden kajian berasa puas dengan pegawai 

akademik yang mengamalkan komunikasi interpersonal dan juga amalan komunikasi 

superior-subordinat yang bersesuaian dengan suasana persekitaran organisasi. Namun, 

dapatan kajian menunjukkan tiada hubungan yang signifikan di antara halangan 

komunikasi dengan kepuasan komunikasi. 

 

Kesimpulannya, komunikasi dalam sesebuah organisasi bertujuan untuk melaksanakan 

perubahan dan seterusnya mempengaruhi tindakan ke arah kebajikan organisasi tersebut. 

Sistem komunikasi yang berkesan amat penting bagi perjalanan sesebuah organisasi 

kerana ia akan mewujudkan sesebuah organisasi yang teguh, berprinsip dan bermatlamat 

di samping menghasilkan mutu kerja yang lebih berkesan.  
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SUPERIOR-SUBORDINAT COMMUNICATION AND COMMUNICATION 

BARRIER WITH COMMUNICATION SATISFACTION AMONG SUPPORT 

STAFF IN UNIVERSITY PUTRA MALAYSIA 

 

 

By 

SUHAILA BINTI NGADIRON 

October 2012 

 

 

 

Chairman: Mohd Nizam Osman, PhD 

Faculty: Faculty of Modern Languages and Communication 

 

Communication satisfaction among employees is important for communication within 

an organization is the basis of all activities that integrate existing functions. It is because 

effective communication between superior and subordinate will create a climate of trust. 

 

However, there are still some limitations and obstacles that may interfere the smooth 

process of communication. Therefore, this study seeks to identify the relationship of 

interpersonal communication, superior-subordinate communication and communication 

barrier with communication satisfaction among support staff in UPM. This study used 

the Leader Member Exchange Theory (LMX) to identify the quality of the relationship 

between support staff and academic staff.  
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This study was conducted among support staff in 15 faculties in University Putra 

Malaysia, Serdang to identify the factors and communication barriers that exist between 

them. A set of questionnaires were developed to study the aspects of communication 

satisfaction. The data obtained in the study consisted of support staff in 291 respondents. 

Data collected were analyzed using SPSS (ver.18) with the procedure of descriptive 

statistics of the frequency, percentage, mean and standard deviation and procedure of 

inferential statistics is correlation test. 

 

The results showed the significant relationship between the practices of interpersonal 

communication and the flow of communication, towards the satisfaction of support staff. 

It was found that the respondent felt satisfied with the academic staff members who 

practice the interpersonal communication and the flow of communication which 

appropriate to the environment of the organization. However, the findings of the study 

showed that there was no significant relationship between the communication barriers 

with communication satisfaction. 

 

In conclusion, the communication within an organization seeks to implement change and 

thus influence the action towards the welfare of the organization. Effective 

communication system is essential for an organization as it will create a strong 

organization, principles and aims as well as producing quality work more effectively. 
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