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1. INTRODUCTION

Retail sales employees are key to customer satisfaction and business success. This study investi-
gates how Communication Satisfaction (CS) influences Job Performance (JP), with Job Satis-
faction (JS) as a mediator. Effective communication enhances clarity, engagement, and efficiency,
while poor communication hampers morale and productivity. Using data from customer-facing
employees, Structural Equation Modeling (SEM) reveals that Environmental, Social, and Govern-
ance (ESG) frameworks and Artificial Intelligence (AI) technologies significantly moderate these
relationships. ESG fosters transparency, while Al improves information flow. The study offers
actionable insights for retail managers to strengthen communication systems, enhance employee
outcomes, and maintain competitive advantage in a dynamic retail environment.

2. LITERATURE REVIEW AND HYPOTHESIS DEVELOPMENT
2.1. Communication Satisfaction (CS)

Communication Satisfaction (CS) reflects employees’ contentment with organizational commu-
nication. Evolving from effectiveness-focused models, CS now encompasses informational and
relational aspects, measured through validated tools like the CSQ, aiding communication audits
and enhancing organizational performance and employee engagement.

2.2. Job Satisfaction (JS)

Job Satisfaction (JS) stems from psychological and organizational factors, linked to motivation
and achievement. Measurement tools identify key areas: interpersonal relations, work conditions,
compensation, career growth, and training opportunities.
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Job Performance (JP) is task execution using resources, shaped by behaviors like attendance.
It includes task and contextual performance, assessed through tools to enhance organizational

outcomes.

2.4. ESG Frameworks (ESG)

ESG frameworks promote sustainability, transparency, and risk reduction, attracting talent and
enhancing long-term value. They serve as both ethical commitments and strategic tools improving
communication satisfaction.

2.5. Al Technologies

Al enhances real-time communication and decision-making in retail. Integrated with ESG, tools
like chatbots and analytics boost service quality, job performance, satisfaction, and workplace

transparency.

2.6. Relationship between the Variables

Table 1. Relationship between the Variables - Job performance (JP), Job satisfaction (JS), and
Communication satisfaction (CS)

Dimension | Key Relationship Supporting Studies Notes

CSand JS | Positive relationship; CS | Muchinsky (1977), Pincus | Employee communication
significantly impacts JS. | (1986), Pettit et al. (1997) satisfaction leads to contentment

with work and greater job
engagement.

CSand JP | Direct relationship; Bosu et al. (2019), Ratia and | Effective communication
CS enhances JP, but Tuzlukaya (2019), Goris helps employees achieve better
the impact depends (2007) performance by reducing
on organizational misunderstandings and fostering
communication practices. clarity.

JSand JP | Interdependent Judge et al. (2001), Wright | Satisfied employees are more
relationship; higher JS and Cropanzano (2000), likely to perform well, and good
results in improved JP, Tabassum et al. (2016), performance further enhances
and vice versa. Vroom (1964) satisfaction.

CS, JS, JS mediates the Pincus (1986), Davar Communication satisfaction leads to

and JP relationship between CS | and Bala (2012), Platis et JS, which in turn positively impacts
and JP. al.(2015), Lamond et al. job performance.

(2009), Salleh et al. (2012)

Role of Supervisor Foehrenbach and Supervisors play a crucial role in

Supervisors | communication style Rosenberg (1982), Pettitet | shaping communication satisfaction
directly affects the al. (1997) and its subsequent impact on job
influence of CS on JS. satisfaction.

Cultural The relationship Lamond et al. (2009), Salleh | Research highlights industry-

Context between CS, JS, and JP et al. (2012), Abdulwahab specific (e.g., Chinese and Malaysian
varies across cultural (2016), Yvonne et al. (2014), | retail sectors) and cultural nuances
and industry-specific Bin (2015) in communication and performance
contexts. links.
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Table 2. Transformative Impact of ESG Practices on Job performance (JP), Job satisfaction
(JS), and Communication satisfaction (CS)

on Job Satisfaction,
Organizational Trust, and
Turnover Intention.
(Seoetal., 2022)

satisfaction, organizational
trust, turnover intention

Study Key Variables/ Focus Key Findings Implications
An Empirical Study on Corporate ESG behaviors, ESG behaviors enhance ESG practices should focus
Corporate ESG Behavior employee satisfaction, employee satisfaction. on transparency and internal
and Employee Satisfaction: transparency, internal Transparency and internal mechanisms. Educational
A Moderating Mediation control, executive awareness, | control are pivotal. Higher initiatives for employees and
Model. education executive environmental leadership can amplify the
(Zhang et al., 2024) awareness and employee positive impact of ESG
education strengthen ESG
and satisfaction relationships.
The Effects of ESG Activities | ESG activities, job Social ESG activities ESG strategies should

significantly impact job
satisfaction. Governance
positively affects
organizational trust. Job
satisfaction improves
trust and reduces turnover
intention.

emphasize social and
governance aspects. Job
satisfaction and trust
should be key metrics for
ESG-driven organizational
effectiveness.

ESG and Employee
Engagement: How
Sustainable Practices

Can Boost Morale and
Productivity.

(Directors' Institute, 2024)

ESG, employee engagement,
morale, productivity

ESQG initiatives increase
employee engagement

and align them with
organizational goals.
Sustainable practices foster
a positive culture, boosting
morale and productivity.

Companies should involve
employees in ESG initiatives
and communicate ESG
principles clearly to

enhance engagement and
performance.

Sustainability Starts

at the Top: How Green
Transformational Leadership
Shapes Corporate Social
Responsibility and
Environmental Performance
(Xuetal., 2024)

CSR, environmental
performance, green
transformational leadership
(GTL), pro-environmental
behavior

CSR enhances
environmental performance
through GTL, which
motivates employees to
engage in pro-environmental
behaviors.

Integrating CSR with green
leadership initiatives is vital
for sustainable business
practices. Leadership should
model and inspire pro-
environmental values among
employees.

Source: Own research

Key links exist between communication satisfaction, trust, turnover, and performance. ESG
practices, guided by transparent leadership, enhance satisfaction and align culture for positive

employee outcomes.

Table 3. Pivotal Role of Al on Job performance (JP), Job satisfaction (JS), and Communication

(Afolabi et al., 2023)

satisfaction (CS)
Study Key Variables/Focus Key Findings Implications
Revolutionizing Retail: HR strategies, employee Employee engagement Retailers should invest in
HR Tactics for Improved engagement, customer directly influences customer | innovative HR strategies
Employee and Customer satisfaction, workplace satisfaction and loyalty. to enhance both employee
Engagement culture Key HR strategies include and customer engagement,

training, recognition,
rewards, and a positive
culture.

driving sustainable growth
and competitive advantage.

Role of Technological
Intervention in Employee
Retention: With Special
Reference to Al-Driven
Solutions (Krishna et al.,
2022)

Al-driven solutions,
employee engagement
platforms, data analytics,
ethical issues

Technological tools
improve retention by
enhancing engagement,
but strategic and human-
centered implementation is
critical. Ethical issues like
data privacy need careful
handling.

Companies must use
technology thoughtfully

to improve retention while
addressing ethical concerns
and fostering a balanced
human-tech approach.
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Study

Key Variables/Focus

Key Findings

Implications

Alin HRM: Case Study
Analysis (Gryncewicz et al.,
2023)

Al algorithms, recruitment,
employee engagement,
retention prediction

Al supports better
recruitment, engagement,
and retention. Interpretable
algorithms like decision
trees play a key role but
cannot replace human
judgment.

Al should be integrated

as a supportive tool in
HRM for efficiency while
maintaining a balance with
human oversight.

The Role of Artificial
Intelligence in Enhancing
Job Performance: Ethical
Implications and Practical
Applications (Faiz & Gasmi,
2024)

Al applications, ethical
implications, job
displacement, privacy

Al boosts productivity,
decision-making, and
routine task automation.
However, it raises ethical
concerns such as job
displacement and data bias.

Organizations need to
establish ethical guidelines
for Al adoption, ensuring
productivity gains while
mitigating risks.

A Study of Artificial
Intelligence on Employee
Performance and

Work Engagement: the
Moderating Role of Change
Leadership (Wijayati et al.,
2022)

Al adoption, change
leadership, work
engagement, employee
performance

Al enhances performance
and engagement, with
change leadership
moderating its effects.
Leadership is critical during
rapid changes.

Organizations should
emphasize leadership
development and strategic
Al adoption to ensure
success and minimize
disruption.

Artificial Intelligence as a

Boundary-Crossing Object
for Employee Engagement

and Performance (Prentice
etal., 2023)

Altools, job engagement,
service performance, job
security

Al positively impacts
engagement and
performance, mediated by
service quality. Job security
moderates these effects,
enhancing engagement.

HR and service marketers
should focus on job
security and Al integration
to maximize employee
performance and
satisfaction.

The Impact of Al on Internal
Communication within an
Organization (Alkhateeb et
al., 2023)

Al in communication,
team efficiency, flexibility,
human touch

Al improves efficiency

and clarity but risks
depersonalization and
disengagement. Balancing
Al and human interaction is
essential.

Organizations should
align Al communication
strategies with employee
readiness and focus on
preserving the human
element.

Source: Own research

Al boosts communication, job satisfaction, and performance by enhancing efficiency and deci-

sions, but ethical use and human-centered leadership are key to success.

2.7. Hypothesis Formulation

Based on the preceding discussion, the following hypotheses have been proposed:

H1:

with the integration of ESG and Al enhancing this relationship.

H2:

(JP), with ESG and Al initiatives acting as moderators.

H3:

and Al contributing to this effect.

H4:

Communication satisfaction (CS) has a significant positive influence on job satisfaction (JS),

Communication satisfaction (CS) has a significant positive influence on job performance

Job satisfaction (JS) has a significant positive influence on job performance (JP), with ESG

Job satisfaction (JS) mediates the relationship between communication satisfaction (CS) and

job performance (JP), with ESG and AI amplifying the mediating effect.

Figure 1 depicts the study’s conceptual framework.
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Enhances H1 ESG & Al ——
Moderates H2
CS: Communication
Satisfaction
Conjributes to H3
H4
H1
l Amplifies Mediation H4.- B
f——> | JS: Job Satisfaction | ¢=——t—"
H2 l
H3 l H4
—p JP: Job Performance | =< -

Figure 1. Proposed Model
Source: Own research

METHOD

Sample

The study focused on sales department employees in retail organizations across Delhi-NCR, India. The
study was conducted from February 2023 to April 2024. Eligible organizations had operated for at least
five years, and respondents had a minimum of one year of experience. A structured questionnaire was
distributed to 750 individuals, with 656 valid responses, resulting in an 87.5% response rate. The sample
consisted of 57.3% males, with an average age of 24.5 years (SD = 7.6), and an average organizational
tenure of 2.5 years (SD = 1.7). Most participants were graduates (40.5%) and unmarried (53.2%).

3.2. Measures

Validated scales were adapted to measure key constructs:

Communication Satisfaction (CS): Measured using 21 items across six dimensions (e.g.,
Communication Environment, Information from Supervisors).

Job Satisfaction (JS): Measured using 21 items grouped into five categories (e.g., growth,
working conditions).

Job Performance (JP): Evaluated through four dimensions (e.g., Contextual and Task
Performance).

ESG Practices: Covered environmental, social, governance practices, and general ESG
perceptions.

Al Technologies: Assessed through dimensions like Al understanding (AU), ease of use
(EU), and performance enhancement (PE).

All items were rated on a 5-point Likert scale (1 = Strongly Disagree, 5 = Strongly Agree).
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4. DATA ANALYSIS AND RESULTS

Data were analyzed using a two-step SEM approach (Anderson & Gerbing, 1988) viaIBM AMOS
21.0, including CFA to validate measurement models. All variables showed acceptable normality
and reliability.

4.1. Measurement Models

All components showed acceptable skewness-kurtosis; CFA confirmed first and second-order
measurement model validity.

The dataset with all 83 items across all the dimensions of 5 constructs, shows fairly consistent
mean scores mostly between 3.3 and 3.8, indicating generally positive but moderate agreement
levels. Standard deviations hover around 1.0, suggesting moderate variability in responses across
items. The negative skewness and negative kurtosis values for most items imply that responses are
slightly left-skewed (more high scores) and platykurtic (flatter distribution than normal), reflecting
a tendency toward mild agreement with less extreme opinions.

Initially, first-order CFAs showed poor fit; after removing low-loading items, revised models
demonstrated acceptable fit.

Table 4. First Order CFA Results

_E First order CFA | First order CFA | First order CFA | First order CFA | First order CFA
) for JP for JS for CS for ESG for Al
I8
22 I 2 < 3 <
Fit Index o = = S — S - S - S — S
HIEEE AR R AN
EZ | = S = S = S = S = S
Ex | E 2 = 2 = 2 3 2 = 2
o = = = =] 2 = =) =] =] = 2
M= = £ = £ = £ = £ = £
= = = = = =l = =] =] =]
) pN<(S) ‘(‘)ts 698.770 320.107 | 416.5 |364.775 | 439.110 | 376.138 | 500.234 | 310.205 | 460.111 | 285.134
df (Degrees of NA | 179 109 174 155 98 84 150 105 140 95
Freedom)
y2/df <5 [ 3904 | 2937 | 2.394 | 2.353 | 4.481 | 4478 | 3.335 | 2.954 | 3.286 | 3.001
RMR [Rootmean | 16 | 0065 | 0037 | 0.045 | 0035 | 0.051 | 0.040 | 0.040 | 0.038 | 0.042 | 0.035
residual]
CFI[Confirmatory | _; 90 | 0921 | 0962 | 0.862 | 0.967 | 0939 | 0.946 | 0.945 | 0960 | 0937 | 0.965
fit index]
RMSEA [Root
mean square error <0.08 | 0.067 | 0.054 [ 0.046 | 0.045 | 0.073 | 0.073 | 0.062 | 0.055 | 0.060 | 0.052
of approximation]
;ELL]T“CI‘“‘LGW‘S >0.90 | 0.907 | 953 | 0.854 | 0959 | 0925 | 0932 | 0.938 | 0.953 | 0.930 | 0.958

*Fit index didn’t meet the acceptable threshold.

Source: Own research

Validity and reliability testing showed all five constructs had significant factor loadings, high
CR, Cronbach’s alpha, and AVE values—confirming strong convergent validity and reliable
measurement across dimensions.

Table 5 gives the details of one construct (CS). A similar result has been obtained from the other
construct as well.
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Table 5. Validity and Reliability

: _ 2 g -
g = gn =] e = g E
: | 23 £ = : 53
s = = o ~ 2z = > o
: | £ | 5% 6 Z23 2 Y 3
% S = S 2 = < 88
s | 2 | 5% s £ £ 2 2z
Q = @R = = Q O & Q <K
0.747 | CEI1
CE 0.776 |CE2 18.231%** 0.808 0.807 0.583
0.768 |CE3 18.081***
0.779 |[IRM1
IRM 0.803 [IRM2 20.118%%%* 0.832 0.831 0.622
0.783 |[IRM3 19.677*%*
0.755 |IRCI1
IRC 0.785 |[IRC2 17.235%** 0.789 0.787 0.555
0.693 |IRC3 15.84%%*
cs 0.691 |[IRCM1
0.707 [IRCM2 15.586%*%*
IRCM 0726 |IRCM3 15.00%%% 0.811 0.810 0.517
0.751 |IRCM4 16.35%**
0.734 |IRP1
0.761 |IRP2 18.237%**
IRP 0763 1IRP4 18 27g% 0.840 0.839 0.568
0.756 |IRP5 18.107***
0.819 |QC1
QC 0.762 | QC2 20.256%** 0.835 0.834 0.628
0.795 |QC3 21.218%%%*

Discriminant validity was confirmed as inter-factor correlations stayed below 0.85 and AVE

Source: Own research

square roots exceeded correlations.

Table 6. Discriminant Validity

Job Performance (JP)

Factor/Dimension TP CP AP CB
TP 0.773

CP 0.659 0.759

AP 0.414 0.550 0.807

CB -0.391 -0.339 -0.254 0.834
Job Satisfaction (JS)

Factor/Dimension WC RMSC SB GO TD
WC 0.792

RMSC 0.613 0.729

SB 0.505 0.586 0.809

GO 0.629 0.690 0.604 0.748

TD 0.612 0.717 0.582 0.712 0.759
Communication Satisfaction (CS)

Factor/Dimension Clg IRM IRC IRCM IRP QC
CE 0.764

IRM 0.718 0.788

IRC 0.520 0.594 0.745

IRCM 0.630 0.577 0.473 0.719

IRP 0.629 0.651 0.514 0.614 0.754

QC 0.665 0.599 0.545 0.694 0.699 0.792
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Environmental, Social and Governance (ESG) Framework

Factor/Dimension EP SP GP GEP
EP 0.723

SP 0.671 0.809

GP 0.682 0.514 0.819

GEP 0.656 0.518 0.690 0.718
Artificial Intelligence (AI)

Factor/Dimension AU EU 1JS PE GAIP
AU 0.762

EU 0.643 0.756

1JS 0.601 0.556 0.821

PE 0.694 0.531 0.581 0.773

GAIP 0.423 0.460 0.314 0.671 0.752

Note: Factor Correlation Matrix with squared roots of AVE on the diagonal

Source: Own research

Second-order CFA confirmed valid higher-order structures; all fit indices met criteria, with sig-
nificant factor loadings across constructs, including CB’s negative but significant loading with JP.

Table 7. Second Order CFA Results

Fit Index Second order | Second order | Second order | Second order | Second order

CFA for CS CFA for JS CFA for JP | CFA for ESG | CFA for Al
df (Degrees of Freedom) 164 114 86 155 98
12 413.285 325.874 388.102 364.775 439.110
y2/df 2.520 2.859 4.513 2.353 4.481
TLI [Tucker—Lewis index] 0.954 0.955 0.932 0.959 0.925
CFl [Confirmatory fit 0.960 0.962 0.944 0.967 0.939
index]
RMSEA [Root
mean square error of 0.048 0.053 0.073 0.045 0.073
approximation]
RMR [Root mean 0.041 0.038 0.045 0.035 0.051
residual]

Source: Own research

Interpretation:

142

Degrees of Freedom (df): CS has the highest df at 164, followed by ESG at 155, while AI
has 98. A higher df indicates a more complex model.

Chi-Square (y%): CS (413.285) and JS (325.874) have better chi-square values compared
to ESG (364.775) and AI (439.110), though all values are acceptable.

y*/df: Values below 5 are considered acceptable. CS (2.520), JS (2.859), and ESG (2.353)
show good model fit, while JP (4.513) and AI (4.481) are slightly higher but within an
acceptable range.

TLI and CFI: Both TLI and CFI are above the recommended threshold of 0.90 for all
components, indicating a strong model fit across the board. ESG has the best fit with TLI
(0.959) and CFI (0.967).

RMSEA: Values below 0.08 indicate a good fit. CS (0.048), JS (0.053), and ESG (0.045)
show excellent fit, while JP (0.073) and AI (0.073) are within the acceptable range.
RMR: Values below 0.10 are acceptable, with CS (0.041), JS (0.038), JP (0.045), ESG
(0.035), and AI (0.051) all falling within this range, indicating good model fit.
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Table 8. Second Order CFA Parameter Estimates

Construct Dimension Standardized Factor Loading Critical Ratio
TP 0.756
P CP 0.874 11.099%**
AP 0.601 10.64%**
CB -0.532 -8.333k*
CE 0.815
IRM 0.797 13.59%**
cs IRC 0.686 11.971%**
IRP 0.821 13.557%**
IRCM 0.764 12.402%**
QC 0.826 14.445%**
WC 0.723
RMSC 0.821 13.517%%*
JS SB 0.691 12.561%**
GO 0.873 13.501%**
TD 0.871 13.878***
EP 0.707 19.480%**
SP 0.720 18.330%**
ESG GP 0.715 17.225%%*
GEP 0.729 18.881##*
AU 0.707 20.311%%*
EU 0.712 18.776%**
Al 1JS 0.731 19.435%**
PE 0.730 20.587***
GAIP 0.745 20.765%**
% p<0.001

Source: Own research

Table 9. Path Coefficients

Table 9.1. Direct Path Coefficients (Standardized Regression Weight)
Path Standardized Regression | ¢ .01 Ratio (CR) Significance (p-value)
Weight
CS=>JS 0.675 12.841 0.0001
CS=>JP 0.615 11.327 0.0002
JS=>]P 0.712 14.027 0.0001
Table 9.2. Moderation Effect (Interaction Terms)
Moderation Path Sta“dard“:,:?gﬁegress“’“ Critical Ratio (CR) Significance (p-value)
CS*ESG =>JS 0.89 2.04 0.0414
CS*AI=>JS 0.92 2.79 0.0053
CS*ESG =>JP 0.76 2.89 0.0039
CS*AIl=>]JP 0.79 2.75 0.0060
Table 9.3. Mediation Effect (Indirect Paths)
Mediation Path Indirect Effect Confidence Interval Significance (p-value)
CS=>JS=>JP 0.015 (0.05,0.25) 0.001
ESG/ATamplify JS 0.012 (0.03,0.21) 0.004
mediation
% 520,001

Source: Own research
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Interpretation:

. Path Strength and Significance: Standardized regression weights above 0.60 indicate strong
relationships. Critical ratios exceeding 1.96 with p <0.001 confirm statistical significance.

. Direct and Moderation Effects: All reported paths show statistically significant relationships.

. Mediation Effect: Communication Satisfaction indirectly improves Job Performance by
0.015 units through Job Satisfaction. The confidence interval (0.05-0.25), excluding zero,
confirms a statistically significant and meaningful mediation effect.

4.2. Structural Model

The structural model (Figure 2) provides robust evidence supporting the four hypotheses, high-
lighting the direct, moderated, and mediated relationships among communication satisfaction
(CS), job satisfaction (JS), job performance (JP), ESG, and Al

//|\

// AN

//l\\ ) Y
S LN TN T

IRP IRCM WC QC RMSC SB e GO ™ TP cp

///\\

o

///"'\\

PE GAIP

Figure 2. Path Analysis
Source: Own research

H1: CS Positively Impacts JS, Enhanced by ESG and Al
The direct path from Communication Satisfaction (CS) to Job Satisfaction (JS) is significant
(B=0.675,p<0.001), supporting H1. Moderation effects of ESG (B =0.89, p=0.041) and Al
(B =0.92, p=0.005) strengthen this relationship, highlighting the positive influence of
sustainability and technology.

H2: CS Positively Impacts JP, Moderated by ESG and Al
CS also significantly predicts Job Performance (JP) (B=0.615, p <0.001). Moderation by ESG
(B=0.76,p=0.004) and AI (= 0.79, p=0.006) confirms enhanced impact under sustainable
and tech-integrated environments.
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H3: JS Positively Influences JP, Reinforced by ESG and AI
JS positively affects JP (3 =0.712, p <0.001), further strengthened through associations with
ESG (B=0.664) and AI (f = 0.695).

H4: JS Mediates CS — JP, Amplified by ESG and AI
JS significantly mediates the CS—JP link (Indirect f = 0.015, CI = 0.05-0.25). ESG and Al
amplify this effect (Indirect = 0.012, CI = 0.03—0.21).

This study confirms CS’s strong impact on JS and JP, with ESG and Al significantly enhancing
these effects. JS mediates CS—JP, highlighting its central role in sustainable, tech-driven organ-
izational performance.

5. CONCLUSIONAND SCOPE FOR FUTURE RESEARCH

This study establishes that communication satisfaction, when supported by ESG frameworks and
Al technologies, significantly improves job satisfaction and job performance. ESG and Al act as
enhancers, amplifying these relationships. Job satisfaction also plays a mediating role, further
underlining its importance in organizational dynamics. These findings highlight the strategic
value of integrating communication, sustainability, and technology to create high-performing
and engaged workplaces.

The negative correlation between Counterproductive Behavior and other performance dimensions
calls for deeper exploration. Future studies could adopt longitudinal methods, industry-specific
approaches, or cross-cultural perspectives to enrich understanding of ESG and AI’s long-term
impact.
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