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Abstract  Over the past several years, considerable attention has been given to role conflict, role clarity, job tension, and 
job satisfaction as four very important determinants of the performance of individuals and their impact on the operational 
effectiveness of the organization. Without neglecting the concept of communication in the organization, this study empha-
sized the empathy variable as a new dimension in examining its effect within the traditional framework of role conflict, role 
clarity, job tension, and job satisfaction. There is limited research found on the educational fields, thus this research attempt to 
see the contribution of empathy among academic staff in educational sector. This paper aims to investigate the antecedents of 
job satisfaction among academic staff in Malaysia. Using primary data collection method, a total of 100 academic staffs at 
Universiti Utara Malaysia were surveyed with a questionnaire. From the literature, four antecedents of job satisfaction are 
identified. Each variable is measured using 5-point interval scale: job tension (9 items), role conflict (8 items), role clarity (5 
items), and empathy (6 items) and job satisfaction (9 items). The data were analyzed using Structural equation modeling 
(SEM) using AMOS 16. Confirmatory factor analysis of measurement models indicate adequate goodness of fit at GFI=0.906, 
P-Value=0.075, RMSEA=0.054 and ratio (cmin/df) = 1.287. the finding supports one significant direct effect in the revised 
model, thus supporting the hypothesis of empathy is negatively related to job satisfaction (β = -5.475, cr = - 2.442, p < 0.001).  
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1. Introduction 
In the 60s and 70s, the management of any organization 

has given more concern and attention on how efficient the 
resource within the organization is being fully utilized. In 
this situation, the keywords are ‘optimization’, ‘cost control 
as well as reduction’, ‘quality control’ and ‘efficiency of 
productivity’. In this context, the employee is treated as a 
number of people. The shifting of the world economy 
whereby the broad border no longer exist, the competition 
become more severe and direct in any industries. Hence, in 
the recent times, more attentions have been given by aca-
demic institution to examine the conditions which will foster 
greater satisfaction with job among the academics staffs. The 
basic reason of this effort is to bind their employees to their 
job so that whatever changes occur internally such as shifts 
in the internal structures, employment practices, it will not 
effects the level of job satisfaction. Education is the most 
important industry (university) as it plays an important role 
in the development of any country. This is because university 
is considered as the highest source of knowledge, skill  
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development and train human resources who are experts in 
different fields of life. Hence, to enable the university con-
tributes it roles and be productive, a knowledgeable, skillful 
as well as high quality academic staffs are essential[1]. 
Therefore, it is important to pay attention to job satisfaction 
of the academic staffs. Ducker[2] quoted “Today knowledge 
has power. It controls access to opportunity and advance-
ment” because it allows a country to stand on its feet. 
Therefore, employers today find it difficult to ignore the 
issue of job satisfaction at a time when demand for mean-
ingful work is increasing. There are many reasons why the 
employers focus on the job satisfaction. Firstly, they have a 
moral responsibility towards their employees with better and 
satisfying working atmosphere. Secondly, when the em-
ployees are satisfied with the organization, it affects their 
attitude and behavior thus tends to make a positive contri-
bution to their organization[3]. Thirdly, employees have a 
significant impact on the organization profitability; the em-
ployer needs to implement strategies that help to shape em-
ployees perception towards their jobs[4]. As such, it is vital 
for any organization to understand and response to this con-
dition to enable them to sustain the job satisfaction level 
among their employees.  

2. Literature Review 
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Locke & Latham[5] cited that job satisfaction topic has 
been a major issue for every organization. It has been a topic 
of interest of many researchers whom have conducted on 
different dimensions of job satisfaction because it has been 
closely linked with organizational phenomena such as lead-
ership, morale, motivation, performance, behaviors and etc. 
The researchers have pinpointed a set of predicators for job 
satisfaction, which include role clarity, role conflict, job 
tension and empathy[4]. Previous literature survey reveals 
that as role conflict increases, roles clarify and job tension 
increase and job satisfaction decreases[6]. On the other hand, 
Newman & Cullen[7], reveal role clarity is the degree to 
which an individual has enough information to know his or 
her role in the organization hence he or she is able to perform 
their job proficiently as well as increase or decrease job 
satisfaction.  

Meanwhile, role conflict occurs when the employee re-
ceived contradictory demands from their management which 
differ from their job scope. Hence, the employee tends to 
suffer and decrease the job satisfaction as they are unsure or 
to which extent they are given the authority to solve the 
problems. When both of role clarity and role conflict occur, 
automatically increase the job tension among the employees 
thus reduces job satisfaction. Meanwhile, Hoffmann[8] 
viewed empathy as “biologically based disposition for al-
truistic behavior” which means in simple term, empathy is 
an ability to put oneself in another person position. Also 
Nielsen[9] findings showed that the level of empathy is 
significantly associated with certain behaviour. For example, 
highly empathetic employee gets more attention from the 
management than less empathetic employee because empa-
thy stimulates interaction. Thus, the work-satisfaction level 
of highly empathetic employee becomes more visible to the 
management. Hence, empathy is an ability to understand and 
indentify the human emotions as well as feeling of oth-
ers[10]. 

2.1. Role Conflict And Job Satisfaction 

Role conflict occurs when different groups or persons with 
whom an individual must interact (for example, family, 
members of that person’s group) hold conflicting expecta-
tions about that individual’s behaviour. A considerable 
amount of research has documented role conflict as sources 
of job dissatisfaction. Anafarta[11] reviewed his findings on 
role conflict is negatively related with job satisfaction. 
Similarly, Theodorakis and Goulimaris[12] indicated that 
role conflict is related negatively to job satisfaction. How-
ever, a finding from Bamber and Iyer[13] indicates that role 
conflict did not have relationship with job satisfaction, but 
has an indirect effect on job satisfaction.  

2.2. Role Clarity and Job Satisfaction 

Role Clarity refers to how employees are expected to 
perform their job as the required information is given. 
Rogers, Clow and Kash[4] stated role clarity had an inverse 
impact on job satisfaction which it will be increased by en-

hancing the role clarity. As Sarathy[14] studied on sales 
people’s performance, role clarity seems to be moderated 
variable to sales performance and the level of reward 
achieved then will be related to job satisfaction. Role Clarity 
also is a key role in improving service quality to increase job 
satisfaction and organizational commitment of the customer 
contact employee[15]. However, study conducted by Hale-
pota and Shah[16] on employee job clarity towards em-
ployee job satisfaction in health public sector in Pakistan 
resulted a negative impact. 

2.3. Job Tension and Job Satisfaction  

Job tension and job satisfaction are two factors that can 
cause problem to employees and mostly led to a positive 
results for employees’ work and organization.  Satisfaction 
is a regulating factor for stress. In the era of 1920-1950 be-
lieved the relationship between satisfaction and productivity 
could increase productivity.  According to McCusker and 
Wolfman[17] reveal that employees feel satisfied on job tend 
to be more loyal to the company.  In addition, job satisfac-
tion can lead to the elimination of stress-related work and it 
would seem intuitive to attract that may have a negative 
relationship between tension or stress at work and overall job 
satisfaction.  Some researchers like Grey and Gelfond[18], 
Bruce and Blackbum[19], Cully et. al.,[20], Hackman and 
Oldham[21] make some arguments that satisfaction level 
would be a herald to high performance.  Both sources as 
such role conflict and role ambiguity will influence to job 
tension and it has relationship to job satisfaction[22].   

2.4. Empathy and Job Satisfaction 

Empathy can affect individual’s job satisfaction in an or-
ganization due to its ability to spontaneously and naturally 
tune into the other person’s thoughts and feelings[23],[24]. 
Thus, the presence of empathy has a significant influence on 
the employee behavior thus affected the job satisfaction.  
According to Rogers et al.,[4], the presence of high empathy 
level, it also reduced job tension among the employees thus 
increase the job satisfaction. 

3. Methodology 

 
Figure 1.  The hypothesized structural relationship between role conflict, 
role clarity, job tension, empathy and job satisfaction 

Based on the review of the literature, it is hypothesized 
that role conflict, role clarity, job tension influence job sat-
isfaction of the academic staffs. And the relationships 
armediate by empathy. Figure 1 depicts the hypothesize link 
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between all of the variables of interest in this study. A sample 
of 100 respondents was included in this survey. The re-
spondents were selected from academic staffs in UUM. Total 
of 150 questionnaires were distributed and only 100 of them 
were returned and usable. The questionnaires consist of four 
main parts: (i) respondents’ background information on age, 
sex, education level, tenure, pay received and marital status 
(ii) respondents’ overall job satisfaction (8 items), (iii) role 
conflict (8 items), (iv) role clarity (5 items), (v) job tension (9 
items) and (vi) empathy (6 items). 

3.1. Data Analysis - SEM, CFA, EFA 

Structural Equation Modeling was utilized and the 100 
dataset were tested using AMOS version 4.0. The structural 
model was specified by running the individual items of every 
construct involved in the study using Confirmatory Factor 
Analysis (CFA) which has its own measurement and must be 
validated and accepted before modeling the structural model. 
Exploratory Factor Analysis (EFA) was used to test the 
convergent reliability which can’t be more than 1. 

4. Finding 
Based on the revised model on table 1, the result demon-

strates that empathy is a significant negative antecedent of 
job satisfaction. Hence, empathy has an inversely significant 
impact on customer loyalty (β = -5.475, cr = - 2.442, p < 
0.001) or H4 is asserted. Alternatively, hypotheses H1, H2, 
H3, H5, H6 and H7 are not asserted (insignificant Beta). 
Thus these hypotheses are rejected. 

To arrive to the structural model, confirmatory factor 
analysis (CFA) was conducted on every construct and 
measurement models (Table 6). The goodness of fit is the 
decision to see the model fits into the variance-covariance 

matrix of the dataset. The CFA, measurement and structural 
model has a good fit with the data based on assessment cri-
teria such as GFI, CFI, TLI, RMSEA[25]. All CFAs of con-
structs produced a relatively good fit as indicated by the 
goodness of fit indices such as CMIN/df ratio (<2); p-value 
(>0.05); Goodness of Fit Index (GFI) of >0.95; and root 
mean square error of approximation (RMSEA) of values less 
than 0.08 (<0.08)[26]. Confirmatory factor analysis of 
measurement models in this study indicate adequate good-
ness of fit at GFI=0.906, P-Value=0.075, RMSEA=0.054 
and ratio (cmin/df) = 1.287. 

5. Conclusions  
This study attempts to examine the causal relationships 

between four antecedents of job satisfaction in the education 
sector. As expected, the hypothesized model do not achieve 
model fit (p value=0.000, p <0.001). This implies that hy-
pothesized model could not be generalized to the population. 
This is expected because the sample was only concentrated 
in one region only. The revised model accomplished model 
fit and supports one direct effect. From the results, it’s found 
that only empathy have direct effect on job satisfaction but 
with negative relationship. This finding differs from previ-
ous research by Rogers, et al.[4] where they found empathy 
do not have any significant relationship with job satisfaction. 
The results of finding also represents when educators has 
low empathy, it will effect job satisfaction to increase. The 
findings could not be generalized for the whole of Malaysia 
because it was only conducted in the Northern region of 
Malaysia. This model has shown some interesting findings 
which could be applied for utilization in research on a bigger 
scale to include the whole of Malaysia and Asian region. 

Table 1.  Direct Impact of Revised Model: Standardized Regression Weights 

   Estimate S.E. C.R. P 
Status 

Empathy <--- Role_Clarity -.329 .241 -1.375 .169 x significant 

Empathy <--- Role_Conflict .323 .088 1.388 .165 x significant 

Empathy <--- Job_Tension .374 .394 1.385 .166 x significant 

Job_Satisfaction <--- Empathy -.547 .181 -2.442 .015 
significant 

Job_Satisfaction <--- Role_Clarity -.137 .172 -.649 .516 x significant 

Job_Satisfaction <--- Role_Conflict -.100 .059 -.524 .600 
x significant 

Job_Satisfaction <--- Job_Tension -.162 .279 -.687 .492 x significant 



  American Journal of Economics June 2012, Special Issue: 82-86 85 
 

 

 

Figure 2.  Revised Model 
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