
Journal of Business and Retail Management Research (JBRMR), Vol. 15 Issue 2 April 2021 

 

www.jbrmr.com  A Journal of the Centre for Business & Economic Research (CBER) 21 

 

Leadership influence on the relationship between communication 
satisfaction and job satisfaction in computer-mediated communication 

environments 
 

Ever Bedoya 
Faculty of Business and Economics 

University of Pécs, Hungary 
 
Keywords 
Computer-mediated communication; leadership; job satisfaction; communication satisfaction, level 
5 leadership. 
 
Abstract 

The growth of computer-mediated communication (CMC) has influenced the communication process 
channels and the possible effects of the interaction between job satisfaction, communication satisfaction, and 
leadership. The aim of the current research is to test how transactional, transformational, and level 5 
leadership styles influence the relationship between communication satisfaction and job satisfaction in CMC 
environments. The sample included 103 participants from Colombian small and medium-sized enterprises 
(SMEs) in the tertiary sector. Cronbach's alpha coefficient, SPSS was used to determine the relationships 
between variables and test the moderating effects. Results show that 65.4% of organisational communication 
is performed via the Internet. Findings also demonstrate that level 5 leadership is the only style that 
influences the relationship. Results also indicate that the influence of level 5 leadership increases the 
relationship between communication satisfaction and job satisfaction.  

Implications are particularly relevant during the current global COVID19 pandemic when people have 
been required to move to a virtual work environment. In this scenario, the findings are valuable for scholars 
and managers as contributions for literature, research, evaluation, decision-making, and policy creation that 
help to understand and improve communication satisfaction, job satisfaction, and leadership practices in 
CMC environments. Outcomes offer new insights in the literature about leadership styles on SMEs in CMC 
environments. Level 5 is a recent leadership approach which has not been widely studied by researchers and 
scholars. The moderating effect of level 5 in relation to transactional and transformational leadership styles is 
an important theoretical input for literature. 
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1. Introduction  

The expansion of internet networks, together with the increase in the use of mobile communication 
devices and the rise in interactions through computed-mediated communication, has changed the way 
people share information. On this issue, Derks, D. and Bakker, A. (2010), agree that computer-mediated 
communication (CMC) has turned to be a common exercise in work life, and a preferred channel of 
communication by employees (Stevens, et al., 2000). Eurofound and the International Labour Office (2017) 
asserted that the new information and communications technologies (ICT) have changed people’s lives 
and work environment dramatically in the 21st century.  

The incorporation of ICT technologies in organisations has increased over the last 50 years. The 
development of new applications has shown benefits that are evidenced in restructuring processes inside 
and outside the organisation, improvements in the quality of products, support for innovation, and 
improvement of salary quotas. It is also expected an increase in new technology developed by the 
industries, and the subsequent extensive offer of possibilities and solutions it may provide (Bresnahan 
and Yin, 2017).  
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The growth in the supply and use of Internet-based applications have led organisations to identify 
what social networks to use according to their characteristics; for example, a study carried out in 317 
organisations found that if the purpose is communication with their clients, organisations recourse to the 
use of an application. When Pursuing visualisation, virtualisation, or collaboration functions, they use 
multiple social media applications (Go and You, 2016). The use of different social network applications 
helps to enhance organisational purposes, allows leaders to understand their uses more clearly, and 
increases organisational benefits. As shown in a study carried out in 567 Malaysian organisations, firms 
benefit from the use of social networks in different ways: possible pressures for competitors, two-way 
communication with the public that could help to gain new customers quickly, positive impact on 
organisations that may cause a cost reduction, customer relation enhancement, and improvement of 
information accessibility (Tajudeen, et al., 2018). 

In addition, when referring to accurate sense of communication, current research supports an 
increase in the study of internet-based communication and its relationship with organisations for different 
purposes and with different tools. After analysing 6678 tweets, a study conducted in profit and non-profit 
organisations found that dialogic organisational communication impacted the relationship with 
customers. It means that a direct communication among the organisation and the customer influences the 
customer's engagement (Wang and Yang, 2020).  

On the other hand, new technology greatly affects the existing organisational environment and 
influences the networks of the communication process. Although the positive relationship between the 
manager's communication satisfaction and job satisfaction is statistically demonstrated, electronic 
communication has had a negative effect on employees (Stich, et al., 2017), (Stich, et al., 2018). Internet-
based technology in organisations has become a technical resource to increase the likelihood of 
communication, but it may also be inconvenient due to an increase in workload and unexpected and 
continuous commands, as well as the ambiguity, inaccuracy, and irrelevancy of task instructions, together 
with a huge number of daily emails employees must reply (Robbins and Judge, 2019), making employees 
work even during their time off (Barley, et al., 2011).  

Finally, the increasing use and effect of ICT on job satisfaction poses enormous challenges for 
modern leaders to effectively convey orders, suggestions, and ideas. 
 

2. Literature Review  
2.1. Job satisfaction 

Finding a single definition of job satisfaction is not an easy task because of the taxonomic impact 
from different areas and literature approach. To a large degree, one of the causes of complexity responds 
to the fusion of positions from the multidisciplinary theoretical intervention about determinants affecting 
job satisfaction, as shown in the following studies, e.g. (Lakhani, 1989; Clark and Oswald, 1996). The 
situation widely displays the spectrum of significance that strengthens literature but hinders theoretical 
framework delimitations to obtain a precise definition of the phenomenon. Schaffer (1953) agrees that 
employee’s job satisfaction or dissatisfaction in the work environment is related to the same psychological 
mechanisms that causes them within and outside work; therefore, job satisfaction is the possibility of 
individual’s needs, that can be satisfied in the work environment, to be truly satisfied. He also 
contemplates dissatisfaction as a state of tension to reach those needs, or the perception about the degree 
of tension to use the opportunities to achieve that satisfaction. In other words, job satisfaction is the 
perception that work fulfils important values of work, or allows the fulfilment (Locke, 1976). Paul Spector 
agrees on the duality of the concepts of satisfaction and dissatisfaction for the understanding of the 
phenomenon. He explains job satisfaction as “the extent to which people like (satisfaction) or dislike 
(dissatisfaction) their jobs” (Spector, 1997). 
 

2.2. Leadership: From transactional and transformational to level 5 leadership 
Leadership is an individual or social process deliberately exercised by one person over others to 

perform organisational and relational activities in a group (Yukl, 2013).  This influential act leads to real 
changes to echo a mutual aim (Rost, 1993). To understand the socio-political context, Burns managed to 
establish the basic conceptual differences between transactional and transformational leaderships (Burns, 
1978). Bass interprets the transactional leadership no longer as an exchange of mutual benefits between 

http://www.jbrmr.com/


Journal of Business and Retail Management Research (JBRMR), Vol. 15 Issue 2 April 2021 

 

www.jbrmr.com  A Journal of the Centre for Business & Economic Research (CBER) 23 

 

the leader and the follower, but as a delimitation of awards and punishments to generate results from 
managerial tasks. He suggests that the function of the transactional leader is limited to making the 
followers perform tasks, preserving their performance, and seeking solutions to possible conflicts (Bass, 
1985). He assumes that rewards and punishments are tightly related to the adequacy of the follower’s 
performance; on the other hand, real transformational leaders manage to inject a dose of motivation to 
followers so that they reach goals beyond what they could have ever imagined, accompanying the process 
of empowering followers for satisfaction and commitment; thus, followers may overcome their individual 
needs and develop potential levels of leadership  as well (Bass and Riggio, 2006; Bass and Avolio, 1990; 
Bass, 1990, 1985). Mixing motivating and managerial features, level 5 leadership emerged. The 
identification of characteristics of level 5 leaders resulted of a study conducted between 1996 and 2000 by 
a group of 220 researchers led by Collins, (2001). On a sample of 1435 companies from all fields of 
industry and of all sizes, for 30 years (1965 to 1995), researchers identified the most successful 
organisations that turned from being good companies to positioning as excellent and enduring in the 
market. Researchers applied mixed techniques to collect data that included interviews, analysis of internal 
reports and analysis of the company, analysis of financial indicators, information on executive turnover, 
and behaviour of the firms’ actions.  

The empirical findings showed some unique characteristics of an unknown style of leadership that 
they called level 5 leadership; subsequently, researchers established a 5-level hierarchical table. At the top 
level, they located leaders who were able to lead organisations to excellence and endure the excellence 
over time. Collins classifies leaders as ambitious. From this perspective, “ambitious” does not represent 
greed and selfishness, but an ambition that translates into a collective purpose for the common good of 
the organisation, an ambition that results from the blending of three main behaviours: fanatical discipline, 
empirical creativity, and productive paranoia (Collins and Hansen, 2011). For researchers, the key to level 
5 leaders' success lies in an equation expressed by the duality of humility and will (Humility + Will = level 
5). 
 

2.3. Communication Satisfaction and disruption of computer-mediated communication 
For Redding (1978), employees perceive a positive or negative communication satisfaction when 

they are in contact with their leaders, customers, and colleagues in the entire working environment. He 
describes the communication satisfaction as a general degree of satisfaction related to the employee’s 
perception over the whole communication atmosphere. Thayer (1968) argues that communication 
satisfaction emerges out of a successful communication fulfilment. Regarding work environment, Putti, 
Aryee, and Phua (1990), agree on suggesting that communication satisfaction is the “available information 
that fulfils the individual’s requests for information pertaining to the task-role or for simply being about 
organisational activities”. The idea is reinforced by Steele and Plenty (2015), who define employee 
communication satisfaction as communication that satisfactorily fulfils tasks and meets relational needs of 
employees at work. Downs and Hazen (1977) also state that communication satisfaction is a 
multidimensional construct related to job satisfaction; as a result, researchers claim that the 
communication satisfaction construct is composed of 7 dimensions, namely: satisfaction with 
communication climate, satisfaction with supervisors, satisfaction with organisational integration, 
satisfaction with media quality, satisfaction with informal horizontal communication, satisfaction with 
general organisational perspective, and satisfaction with communication with subordinates (Downs and 
Hazen, 1977). 

The disruption of computer-mediated communication takes place through all kinds of electronic 
media that people use to exchange, individually or in groups, synchronous or asynchronous messages 
(Martins and Ferro, 2008). The use of Internet-based communication is considered a true and undeniable 
useful resource (Stanko and Sena, 2019), that may affect all industries and motivate researchers to focus on 
investigating the effects that computer mediated technology use, or disuse, have on communication 
satisfaction (Siljanovska, 2015; Lalic, et al., 2012).  

Evidence of the relationship between leadership, communication satisfaction, and job satisfaction 
have resulted from different studies.  

A study testing the moderation effect of Confucian work dynamism on the relationship between 
communication satisfaction and job satisfaction, conducted on 408 full time employees from 53 five-star 
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hotels in Hainan both domestic and franchised international hotels, showed a significant relationship 
between communication satisfaction and job satisfaction. The moderating effect of Confucian work 
dynamism on the relationship was weak (Hua and Omar, 2016).  A research to identify the factors 
influencing job satisfaction, carried out on 145 ICU nurses from 2 Korean hospitals, found a significant 
correlation between job satisfaction and communication satisfaction. The study also concluded the impact 
communication satisfaction had on job satisfaction for participants working at a surgery ICU and 
dissatisfaction on employees working with nursing (Park and Lee, 2018). One more study conducted at 
the healthcare sector on a sample of 303 intensive care nurses from three different hospitals in Belgium, 
aiming at understanding the relationship between communication and job satisfaction and the 
relationship with intention to leave, evidenced a moderate relationship between all dimensions of 
communication satisfaction and job satisfaction. It also demonstrated high levels of communication and 
job satisfaction (Vermeir, et al., 2018). A study, conducted on 334 Indian managers from public and private 
sectors, aiming at determining the relationship between generational category and job satisfaction and 
satisfaction with organisational communication, showed a positive relationship between communication 
and job satisfaction, as well as a moderating effect of the generational category on the relationship 
between organisational communication and job satisfaction (Mehra and Nickerson, 2019). 

Regarding the communication and job satisfaction relationship on Internet-based work 
environments, teleworking is defined as the use of ICT tools, namely, smartphones, tablets, laptops, and 
desktop computers to perform any job outside the employer’s premises (Eurofound and the International 
Labour Office, 2017, p. 7). Teleworking is performed by utilizing ICT tools out of the employer’s place 
(Belzunegui-Eraso and Erro-Garces, 2020). In this line, teleworking is partialy performed on CMC. Smith, 
Patmos, and Pitts conducted a study on 384 full time American teleworkers, aiming at exploring how 
personality traits and communication channel satisfaction of e-mail, instant messaging, phone, and video 
communication could affect job satisfaction. Among the findings, researchers could find a strong 
correlation between job satisfaction and communication channel satisfaction for e-mail, instant messaging, 
phone, and video (Smith, et al., 2018). 

Consequently, the following hypothesis is proposed: 
 

H1. Communication satisfaction has a positive and significant relationship with Job Satisfaction in CMC 
environments 

 

Studies have also tested the multivariable relationship between leadership, communication, and job 
satisfaction. A study conducted on 225 people from Turkish deposit banks showed that interactive 
leadership style and communication competency have a stronger relationship with job satisfaction (Çetin, 
et al., 2012). A study focused on gender side opportunities in organisations on 200 employees at 
Indonesian universities, aiming at understanding the relationship between leadership styles, 
communication skills, and employee satisfaction, revealed that either communication skills, or task and 
relationship-oriented leadership styles are especially influential in determining employees’ satisfaction 
with communication relationships with leaders, and their satisfaction with work (Wikaningrum, et al., 
2018). A research carried out on 826 non-managerial employees at an international airport from a Turkish 
Private Security Company in Turkey tested the mediation effect of transformational leadership and 
communication competence on job satisfaction by considering the mediating role of communication 
satisfaction. Findings showed that when analysing individually, communication satisfaction and 
transformational leadership demonstrated significant positive relationships with job satisfaction; also, the 
SEM model tested a partial mediation effect of transformational leadership on the relationship between 
communication satisfaction and job satisfaction (Ulutürk and Tayfun, 2019). 

Nowadays, technological advances and its implementation demand new scenarios for researchers. 
The present study explores the influence of leadership styles as moderators on the relationship between 
communication satisfaction and job satisfaction in CMC environments. As the current study involves 
CMC and unexplored leadership styles with moderating effects in internet-based environments, no 
literature reviewed has been found; nevertheless, literature reviewed for the current study seems to 
support that leadership styles influence the relationship between communication satisfaction and job 
satisfaction. Then, the following hypotheses are proposed:  
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H2. Transactional leadership influences the relationship between communication satisfaction and employees’ job 
satisfaction in CMC environments. 
H3. Transformational leadership influences the relationship between communication satisfaction and employees’ job 
satisfaction in CMC environments. 
H4. Level 5 leadership influences the relationship between communication satisfaction and employees’ job 
satisfaction in CMC environments.  

 

Consequently, a research question is drawn: 
What moderation effects do transactional, transformational, and level 5 leadership have on the 

relationship between communication satisfaction and job satisfaction in CMC environments? 
In conclusion, the research allows the construction of a joint relationship of the variables to test the 

central hypothesis and understand if some contemporary leadership styles influence the relationship 
between communication satisfaction and job satisfaction. It also demonstrates how the relationship occurs, 
and which leadership styles impact it. 
 

3. Research Methodology 
3.1. Sample 

For the current study, the probability sampling technique was used, since it is a reliable technique 
to apply when highly precise information is required to understand a phenomenon (Malhotra, 2010, p. 
359).  

The selection of organisations was based on three basic characteristics:  
- First, operating in the tertiary sector of the economy.  
- Second, being small and medium-sized enterprises. 
- Third, being in the same country.  
After that, a proportional stratified sampling was designed to make sure divisions of the subgroups 

were accurate (Strata / Stratum) (Gay, et al., 2012, p. 133). 
Each organisation represented a subgroup, subsequently, for each candidate to have an equal 

probability of selection to participate, the simple random sampling technique was utilized in every 
stratum. It guaranteed every participant to be selected independently from the other participants. It also 
guaranteed a reliable procedure of a proportional stratified sampling (Malhotra, 2010, p. 350); 
consequently, an equal representation in proportion for every stratum of the population was assured 
(Gay, et al., 2012, p. 133). The questionnaires were administered on 103 participants.   

To select the participants and avoid self-selection bias, the author used alphabetical databases from 
the organisations. As the purpose of the study is to understand all the communication satisfaction 
environment, the researcher selected both leaders and followers as potential sampling candidates; finally, 
for each stratum, the software (CalculatorSoup, LLC, 2019) generated random numbers. 

The questionnaires were later typed on Microsoft Excel and analysed on IBM SPSS Statistics 22. 
 

3.2. Questionnaires 
Two criteria were followed to select the questionnaires: accurate theoretical approach related to the 

purpose of the study and consistent reliability measures. 
Together with reliability tests from previous research, all questionnaires were measured during the 

current study; therefore, 5 questionnaires were utilised. At the beginning a series of socio-demographic 
questions were asked to participants. The socio-demographic section included questions related to the use 
of CMC tools and average use at the organisations. Job Satisfaction Survey instrument (JSS) (1985) was 
administered to measure job satisfaction. The 36-item JSS has been widely administered (Mesarosova, 
2016), (Ofei-Dodoo, et al., 2018; Alharbi, et al., 2016; Malik and Yukun, 2019), and translated into several 
languages (Spector, 2018). The items were measured on a 6-point Likert-type scale ranging from 1 
(Disagree very much) to 5 (Agree very much). The questionnaire had an original internal consistency 
reliability of .91. The current research tested a consistent Cronbach’s Alpha coefficient of .87 (M=69.17; 
SD=12.09). 

Communication satisfaction was measured by Communication Satisfaction Questionnaire 
developed by (Downs and Hazen, 1977). The instrument was designed on a Likert scale ranging from 1 
(Very dissatisfied) to 7 (very satisfied). The original questionnaire consisted of 8 dimensions; however, as 
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the dimension relationship with subordinates was directed to participants who had people in charge, just 
a few questions were answered; therefore, the dimension was eliminated. Items number 36, 37, 38, 39, and 
40 were removed. The final questionnaire for the current research consisted of 7 dimensions and 35 
questions. Authors’ original coefficient of reliability resulted in .94. The reliability test for the current 
research was .98 (M=179.78; SD=40.55). 

For leadership, 2 questionnaires were administered.  
MLQ 5X was used to measure transactional and transformational leadership styles, and L5LS 

instrument was administered to measure level 5 leadership.  
45-item MLQ 5X has been widely used by researchers and scholars (Curtis, et al., 2017; Choi, et al., 

2017; Yaghoubipoor, et al., 2013; Salter, et al., 2010; López-Zafra, et al., 2008). Previous research showed a 
reliability coefficient of .94. The questionnaire was designed on a Likert scale ranging from 0 (Not at all) to 
4 (Frequently, if not always). 

For the current research, just transactional and transformational leadership styles were analysed; 
consequently, section passive/avoidant leadership styles, consisted of factors Management -by-Exception 
(Passive) (Item numbers 3, 12, 17, 20) and Laissez-faire (Item numbers 5, 7, 28, 33) and the section other 
outcomes consisted of factors extra effort (Item numbers 39, 42, 44), satisfaction (Item numbers 38, 41), and 
effective (Item numbers 37, 40, 43, 45) were eliminated. The final questionnaire included 28 items. The 
current general Cronbach’s Alpha was .94 (M=81.93; DS=19.24). 

Level 5 leadership was measured by the 2-dimension L5LS instrument. The questionnaire was 
designed on a scale from 1 (The characteristic does not describe this person at all) to 10 (The characteristic 
describes him/her exactly). The 10-item questionnaire was originally assessed by testing dimensions 
separately. The Cronbach’s alpha equalled .83 for personal humility and .83 for professional (Reid, et al., 
2014). For the current research, the coefficient of reliability resulted in .94 (M = 79.49; SD = 18.02). A 
reliability test was performed to the dimensions independently. Personal humility presented a Cronbach’s 
Alpha of .92 (M = 38.33; SD = 10.49) and Professional Will tested a Cronbach’s Alpha coefficient of .91 (M 
= 41.16; SD = 8.52). 

For the translation of the questionnaires into Spanish, the forward-backward translation method 
was applied for all questionnaires. It is a method of translating scientific measurement questionnaires 
widely used (Guillemin, et al., 1993; Yu, et al., 2004; Tsang, et al., 2017). The JSS questionnaire had a 
Spanish version suggested by the authors of the instrument.  Conrado Marion-Landais carried out the 
questionnaire translation (Spector, 2018). It was later contrasted with the Spanish draft. 
 

3.3. Procedure 
To test the hypotheses a Pearson coefficient correlation analysis was performed; subsequently, the 

size of the effect of the independent variable on the dependent variable was determined. 
Figure 1. Model 

 
Source: Author 
Once the relationship and the effect size of communication satisfaction with job satisfaction was 

found, it was tested if the effect of this relationship could be influenced by the three leadership styles. 
Pearson's correlation coefficient was used; subsequently, a moderated multiple regression model was 
used. 

Figure 2. Moderation model 

 
Source: Author 
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The hypotheses were tested by using IBM SPSS Statistics 22; CODE: PROCESS version 3.4 (Hayes, 
2018, 2019). 
 

4. Results 
4.1. Sociodemographic data 

Regarding the gender, out of the participants who answered the questionnaires (n=103), 46.6% of 
respondents (n=48) were male and 53.4% (n=55) were female. Job tenure ranged from 1 to 38 years 
(M=6.83, SD=7.0), and the time in charge of the same position ranged from 1 to 38 years (M= 4.90, 
SD=5.99). 49.5% (n=51) belong to the middle level at the chain of command in the organisation, 13.6 (n=14) 
to the top level, 10.7% (n=11) to the low level of command, and 26.2 % (n=27) do not belong to any level of 
command.  

To this study, employees responded that they spent an average of 5.4 hours a day using the internet 
to carry out their work activities. They also said that 65.4% of the organisational communication was done 
through the CMCs. The information allows us to infer that ICTs have been sufficiently used by 
organisations. The fact that 65.4% of Internet-based communication channels are used for organisational 
communication is relevant information to understand that Internet-based channels is the predominant 
communication way in these organisations.  
 

4.2. Hypothesis Tests 
H1. Communication satisfaction has a positive and significant relationship with Job Satisfaction in CMC 
environments 

Table 1. Pearson’s correlation coefficient 
Variable   

JS - - 
CS .725** - 

**. Correlation is significant at the 0.01 level (2-tailed). 
Source: Author 

Pearson’s correlation coefficient shows that there is a strong and significant relationship between 
the dependent variable job satisfaction and the independent variable communication satisfaction r = .725, 
p <0.01. After that, the effect size and direction were determined. 

Table 2. Coefficients H1 

a. Dependent Variable: JOB SATISFACTION 
Source: Author 

Both the constant coefficient (b=68.121, t=8.368) and the CS coefficient (b=16.178, t=10.461) are 
significant at p <.001. The coefficient of the independent variable (b=16.178, p<.001) indicates a positive 
relationship between job satisfaction and communication satisfaction.  It means that the level of job 
satisfaction is expected to increase 16.178 units when communication satisfaction increases by one; as a 
result, the hypothesis is not rejected.  

Subsequently, the moderation effect of leadership styles on the relationship between 
communication satisfaction and job satisfaction was tested. 

Table 3. Pearson’s correlation coefficient moderation H 
Variable 1 2 3 4 5 

1. JS - - - - - 
2. CS ,721** - - - - 
3. TRN .391** .596** - - - 
4. TRF .537** .690** .796** - - 
5. L5LS .521** .725** .672** .794** - 

**. Correlation is significant at the 0.01 level (2-tailed). 
Source: Author 

Model 

Unstandardized Coefficients Standardized 
Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 68.121 8.141  8.368 .000 

CS 16.178 1.546 .721 10.461 .000 

http://www.jbrmr.com/


Journal of Business and Retail Management Research (JBRMR), Vol. 15 Issue 2 April 2021 

 

www.jbrmr.com  A Journal of the Centre for Business & Economic Research (CBER) 28 

 

Pearson’s correlation indicated a significant and strong relationship between the criterion variable 
job satisfaction and the predictor variable communication satisfaction (r=.721, p<0.01). Between the job 
satisfaction dependent variable and the transactional leadership moderating variable, a significant and 
moderate relationship has been demonstrated (r=.391, p<0.01). A significant and moderate correlation was 
also observed between the dependent variable job satisfaction and the moderator variable 
transformational leadership (r=.537, p<0.01). Pearson’s coefficient indicated a significant and moderate 
correlation between the criterion variable job satisfaction and the moderator variable level 5 leadership (r= 
.521, p<0.01).  

H2. Transactional leadership influences the relationship between communication satisfaction and employees’ 
job satisfaction in CMC environments. 

Table 4. Model H2 
Variable coeff se t p LLCI ULCI 

constant 150.3129 2.0943 71.7713 .0000 146.1573 154.4685 
CS 17.8400 2.1866 8.1590 .0000 13.5014 22.1786 
TRN -2.4581 3.2581 -.7545 .4524 -8.9229 4.0067 
Int_1 1.9103 2.3057 .8285 .4094 -2.6647 6.4854 

Product terms key: Int_1:        CS      x        TRN 
Source: Author 

The interaction term coefficient was not significant (b=1.91, t=0.829, 95% CI. [-2.6647, 6.4854], 
p>.05). It means that the relationship between job satisfaction and communication satisfaction was not 
moderated by transactional leadership; as a result, the hypothesis was rejected. 

H3. Transformational leadership influences the relationship between communication satisfaction and 
employees’ job satisfaction in CMC environments. 

Table 5. Model H3. 
Variable coeff se t p LLCI ULCI 

constant 150.9317 2.1870 69.0133 .0000 146.5922 155.2711 
CS 15.2023 2.2876 6.6454 .0000 10.6631 19.7415 
TRF 2.9159 3.6287 .8036 .4236 -4.2841 10.1160 
Int_1 .5077 2.2500 .2256 .8220 -3.9568 4.9721 

Product terms key: Int_1:        CS      x        TRF 
Source: Author 

The interaction term coefficient was not significant (b=0.508, t=0.226, 95% CI. [-3.9568, 4.9721], 
p>.05). It means that the relationship between job satisfaction and communication satisfaction was not 
moderated by transformational leadership; as a result, the hypothesis was rejected. 

H4. Level 5 leadership influences the relationship between communication satisfaction and employees’ job 
satisfaction in CMC environments. 

Table 6. Model H4 
 coeff se t p LLCI ULCI 

constant 148.7497 2.0702 71.8530 .0000 144.6419 152.8574 
CS 17.7114 2.3063 7.6794 .4107 13.1351 22.2877 
L5LS .7669 1.4682 .5223 .6026 -2.1464 3.6802 
Int_1 1.6449 .7315 2.2488 .0267 .1935 3.0962 

Product terms key:  Int_1:        CS      x        L5LS 
Source: Author 

Test(s) of highest order unconditional interaction(s): 
Table 7. Moderator 

 R2-chng F df1 df2 p 

X*W .0233 5.0570 1.0000 99.0000 .0267 

Focal predict: CS      (X)          Mod var: L5LS     (W) 
Source: Author 

The relationship between the interaction term and the dependent variable (JS) was significant 
(b=1.645, t=2.249, 95% CI [.1935, 3.0962], p<.05); also, when the moderator term was added, the change in 
r2 was significant (r2=023, p< 0.05). It indicates that the relationship between job satisfaction and 
communication satisfaction was moderated by level 5 leadership.  
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As a result, the hypothesis was supported. 
 

4.3. Conditional effects 
Table 8. Descriptive Statistics H4 

 N Minimum Maximum Mean Std. Deviation 

CS 103 1 7 5.14 1.158 
L5LS 103 1 10 7.95 1.801 

Valid N 
(listwise) 

103     

Source: Author 
Table 9. Conditional effects 

L5LS Effect se t p LLCI ULCI 

-2.0845 14.2825 2.3764 6.0102 .0000 9.5673 18.9978 
.5515 18.6184 2.4516 7.5945 .0000 13.7540 23.4829 
1.7875 20.6515 2.9565 6.9851 .0000 14.7851 26.5179 

Source: Author 
The table 14 contains the values of three regressions. 
Regression 1: Regression of the relationship between job satisfaction (DV) and communication 

satisfaction (IV) when the relationship is influenced by the low value (-2.0845) of the level 5 leadership 
(Mod.).  

Regression 2: Regression of the relationship between job satisfaction (DV) and communication 
satisfaction (IV) when the relationship is influenced by the moderate value (.5515) of level 5 leadership 
(Mod.).  

Regression 3: Regression of the relationship between job satisfaction (DV) and communication 
satisfaction (IV) when the relationship is influenced by the high value (1.7875) of level 5 leadership (Mod.). 

According to the data, the results are interpreted as follows: 
Regression 1: When the influence of L5LS was low, there was a significant positive relationship 

between job satisfaction and communication satisfaction b=14.283, 95% CI [9.5673, 18.9978], t=6.010, 
p<.001. 

Regression 2: When the influence of L5LS was moderate, there was a significant positive 
relationship between job satisfaction and communication satisfaction b=18.618, 95% CI [13.754, 23.483], 
t=7.595, p<.001. 

Regression 3: When the influence of L5LS was high, there was a significant positive relationship 
between job satisfaction and communication satisfaction b=20.652, 95% CI [14.785, 26.518], t=6.985, p<.001. 

Data for visualizing the conditional effect of the focal predictor (table 15) were used to make the 
plot: 

Graph 1. L5LS effect on JS-CS relationship 

 
Source: Author 

The plot shows the significant influence of level 5 leadership on the relationship between job 
satisfaction and communication satisfaction. 
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The influence of level 5 leadership was significant at all values (low, moderate and high); 
nevertheless, when the value was high (b = 20.652, 95% CI [14.785, 26.518], t = 6.985, p < .001) the 
conditional effect of L5LS was higher than at low value (b=14.283, 95% CI [9.5673, 18.9978], t=6.010, 
p<.001) or at moderate value (b=18.618, 95% CI [13.754, 23.483], t=7.595, p<.001). 

Therefore, the hypothesis H.c. was supported; level 5 leadership influences the relationship 
between communication satisfaction and employees’ job satisfaction in CMC environments. 
 

4.4. Testing the research question 
What moderation effects do transactional, transformational, and level 5 leadership have on the 

relationship between communication satisfaction and job satisfaction in CMC environments? 
It was observed that transactional leadership (b=1.91, t=0.829, 95% CI. [-2.6647, 6.4854], p> .05) and 

transformational leadership (b=0.508, t=0. 226, 95% CI. [-3.9568, 4.9721], p>.05) had no moderating effect 
on the relationship between communication satisfaction and job satisfaction. 

On the contrary, level 5 leadership had a significant and positive moderating effect on the 
relationship. The higher the value of the moderator (b=20,652, 95% CI [14,785, 26,518], t=6,985, p <.001), 
the greater the effect on the job satisfaction and communication satisfaction relationship. 
 

5. Discussion 
Results tested a positive relationship between communication satisfaction and job satisfaction. 

Results validate previous findings by (Hua and Omar, 2016; Park and Lee, 2018; Vermeir, et al., 2018; 
Mehra and Nickerson, 2019). The current study is also in line with previous results that have found 
communication satisfaction to have a moderate effect on job satisfaction (Vermeir et al., 2018). (Vermeir, et 
al., 2018). From the Internet-based work environments, results validate the findings presented by (Smith, 
et al., 2018) who found a strong relationship between communication and job satisfaction in CMC. 
Regarding the influence communication satisfaction has on job satisfaction, the results imply that the 
previous findings supporting the positive relationship between these two variables can be extended to 
SMEs using internet-based communication channels. It also allows to conclude that traditional 
organisational communication and communication based on the Internet have a similar impact when they 
are related to job satisfaction.  

After finding the positive relationship between Internet-based communication and job satisfaction, 
Pearson’s correlation coefficient analysis was used. The results showed a positive relationship between the 
criterion variable and the predictor variables; hence, the result validates previous findings (Çetin, et al., 
2012; Wikaningrum, et al., 2018). This finding is conclusive, it demonstrates that when using both 
traditional communication and Internet-based communication, the relationships between communication 
satisfaction, job satisfaction, and the leadership styles are positive. 

In the context of SMEs when leadership styles act as moderators of the relationship between job 
satisfaction and communication satisfaction, results demonstrated that transactional and transformational 
leadership styles have no effect on the relationship. It may occur because the current context of 
organisational communication is Internet-based, which could imply that SMEs should invest greater 
resources in employees and transactional and transformational leaders in training on modern high-tech 
resources. 

 On the contrary, regarding the results of the regression and the moderating effect, the findings 
tested that level 5 leader influences the relationship between communication satisfaction and employees’ 
job satisfaction in CMC environments. 

Consequently, an important insight in the literature is based in the fact that among the three 
leadership styles, level 5 is the only one affecting the relationship. It implies that the combination of 
professionalism and humility meets the modern demands to improve organisational tensions from the 
relationship between communication satisfaction and job satisfaction in internet-based communication 
environments.  

Another unique finding proves that level 5 leadership impacts the relationship when the effect is 
low, medium, and high. The empirical exercise tested that when the effect is greater, the influence of 
leadership on the relationship between communication satisfaction and job satisfaction grows 
progressively higher than the low and moderate effects. It was also observed that the influence of level 5 
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leadership increased the relationship between communication satisfaction and job satisfaction. It indicates 
that the better the perception employees have of level 5 leaders, the greater the impact employees have on 
the relationship. It means that potential tensions in the relationship between communication satisfaction 
and job satisfaction in a CMC environment decreases when level 5 leadership intervenes. 

Finally, the outcomes allow to answer the research question by concluding that transactional and 
transformational leadership styles do not have influence on the relationship. Again, level 5 leadership is 
the only style that affects the relationship between communication satisfaction and job satisfaction in 
CMC environments. The fact that Level 5 leadership positively influences the relationship is a sign that 
staff members from SMEs respond to motivational elements other than rewards or empowerment. In this 
way, the result of the equation between Humility + Will is the answer for employees to feel more satisfied 
when modern communicational interactions occur in the work environment.  
 

6. Conclusions and managerial implication 
The results show that there is a positive relationship between communication satisfaction and job 

satisfaction in CMC environments. This implies that there are flaws in the way organisations are using 
social media tools to guarantee correct organisational communication. It is suggested that organisational 
communication experts and CEOs establish interaction mechanisms with members of the organisation to 
constantly assess the weaknesses of the communication process and the use of CMC channels. 

Likewise, findings from this study show that level 5 is the only leadership style that influences the 
relationship between communication satisfaction and job satisfaction. Level 5 leadership style shows 
characteristics that are summarized in professional will and humility. It is recommended that SME 
managers identify level 5 leaders in organisations and allow them to participate actively in the modelling 
of organisational communication processes, listen to staff members, and accompany followers in task 
performance. 

Finally, the current study shed new light on the progressive growth of CMC and its connection to 
organisational communication. As CMC has become a necessary medium of communication that uses 
emails and network tools, CEOs and communication experts should consider communication strategies 
together with training for all members of the organisation on the use and implementation of social 
networks tools to achieve a better scope of organisational communication to tell directions and give 
feedback.  
 

7. Direction for future research 
The study of level 5 leadership is still very recent in the leadership field. After observing the results 

and its influence on the relationship between communication satisfaction and job satisfaction in CMC 
environments, it is recommended to perform a multidimensional study to analyse authority 
characteristics of level 5 leaders and the relationships they may have with the professional Will and 
Humility dimensions. It is also recommended to carry out a study involving organisations worldwide to 
compare the results with those obtained in this research. 
 

8. Limitations 
Regarding the job satisfaction questionnaire, the facet operation procedure had a low Cronbach’s 

alpha coefficient (.460), as the design of the questionnaire suggests scoring the overall facets, it was 
followed the questionnaire constructor’s recommendation to keep it.  

Regarding the conceptual argument exposed by Collins (2001), level 5 leaders lead the firms from 
good to great and can be found in highly performing organisations. The current study was conducted in 
SMEs in Colombia, so it can be a limitation. It is also important to underscore that when referring to 
SMEs, the categorisation of a successful SME needs to be redefined, since in emerging economy 
environments the success of SMEs should not always be observed in terms of financial growing, but in the 
way they sufficiently struggle to compete and create jobs. 

As the study was carried out in Colombia, cultural differences may affect the replication of the 
study in European countries, then it is a suggestion to analyse the local context before.  

The study was conducted on SEMs from the service sector, applications in other sectors or 
enterprise size may generate different results. 
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