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ABSTRACT

The purpose of this study was to find out it there was
need for improving managerial communication in the Ministry
of' Finance, Nairobi, Kenya. All thirteen heads of
departments were interviewed.

The conclusion reached after analysing the data was
that there was a great need for improving managerial
communication in the Ministry of Finance. In order to
improve the present poor level of managerial
communication in the Ministry ot Finance three steps were
recommended .

The first step was Lo introduce auditing which would
be helpful in identifying weaknesses and strengths of the
present. level of commuicalion.

The second step was to adoptl communication
improvement programme so Lhal the present poor level of
managerial communication could be improved.

The third step was Lo set a clear commmnication .
policy which should facilitate easy cou\nu;x\icat;im\ with
the level of organization-wide policies.

This study consists ot Uive chapters. The first
chapter has examined the need of the study and the
research methodology appliced,

The second chaplter has Yocussed on literature
review relevant Lo the study.
The third chapler has presented the findings of

the primary data of Uw rescarch. <



The fourth chapter has analysed the data of the
findings of the primary data.
The last chapter has presented the summary of the

study, its results, conclusion and recommendation.
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CHAPTER_ONE

INTRODUCT T ON

il NEED FOR 'LIE STUDY

Effective Commmication al all levels within an
enterprise is cessential (o Che achicevement of ‘(tf.'f‘i(ti(.\n(-y and
morale among the personnel of an organization. 1L is therefore
of primary importance Chat every employee understands his/her
duties and the manner in which the duties are Lo be accomplished.
Further, it is important that he understands why he is doing
something and how well he is doing it otherwise his motivation
may decline with the result that grievances, accidents, waste,
and other organizational problems are likely to arise.

The successful operation of a business is dependent not
only upon the contributions of its individual members but also
upon the co-operation and Leamwork Chal exists among them. Thus
the role of Communication in the development. and functioning of
the group structure deserves careful attention by management . At
all levels in the organizat ion among and between execat ives,
nagers, SEalty personncl sopery isors and Sorcmen,
employees Che Commuicat ion process is continuously in action
conveying invormat ion, idoas, attitados, ad Foelings among
individuals and among groups.  Commmication is, therefore, often
referred Lo as a notwork that bimds all the mosbers of an
organieal fon,

Commumicat fon ixs deVimd in this Projoct as "l PROCOSS

by which I Deiggs Crimvamit sund msveive intorat iuu."'

jer Setord O, Anbeey, ob.al.,  "Commmicat fon Behaviowe in
Organizat fons, " (uarlos B Morril Publishing Co., Uhio,
1970, p. 4




Communication is a required skill at every level of
organizational functioning for organization of all types. 'The
effectiveness with which a person will be able Co perform in
almost any organization, whether social, governmental , or
commercial, will depend in large measure upon the ability to
communicate etfectively. i

Through Communication it is possible to share knowledge,
combine ettorts, and Yorm organizations. Communication is a basic
factor in organizations. There is hardly an aspect of
organization tChat docs not involve Commmicat.ion. In a study
carricd out by Dale, it was Yound that , "top and middle Tevel

execubives Cypically devolte 00 Lo SO percent ol Cheir Lotal

working hours Lo communicat ing." Although many ot the working
hours in organizations arce spent in Communication, organizations
Lypically devole very little Cime to the development of
Communication skills.

Organizations require interaction or Commmication Yor
existence. ‘Therefore, it is logical that a better understanding of
Communication will improve organizations. Further, it will be

helpful Lo identify the most common mal Cunctions of communicat ions

and indicate how Commuioat ton can e improyved,

2 Dale.S. Beach, "Personnel:  The Management ot People at

Work," Macmillan Publishing (0., New York, 1970, p. S80.




The importance of Che study is as follows:-

11 Communication is =so important that it must be planned,
controlled, and supported within and between members of working
groups in ways that make sense Lo those individual members.
ks This study will help managers in the Ministry of
Finance to understand way.:; of improving managerial
Communication.

2 1 1 g It may also .help other interested public or private
organizations to learn from the experience of managerial
Communication of the Ministry of Finance.

IV. This study will provide intellectuals with "food for
thought" Lo appreciate and/or criticize improving managerial
Communication in the Ministry of Finance and incite

their minds to come up with innovative ideas of mangerial
Communication.

V. Communication can also serve as a source of guideline and
e
point of reference for further rescarch in the area.

Therefore, it is quite evident that there is a great need

to find out means and ways of improving managerial Communication.

1.2, OBJECTIVES AND SCOPE OF ‘THE STUDY

The purposes off Lhis study are:-

A To evaluate the need for a new approach to managerial
Communicat lon.

b.  To investigate the scthods of auditing Communications.

€. To identity problems contronted by managers in
improving Commumication and Yorward solutions to those

problems.



To suggest guides For policy Communication Lo ensure
that managers obtain Che benefits such a system offers.
The study is limited Co managerial Communication in the
Ministry of Finance. 'This study tries to show why and how

Communication should be audited and then planned and controlled in

such a way that it can be both efficient. and effective.

1.3. METHOD OF STUDY AND ANALYSIS

The method of study that has been used in this
research is thal the relevant literature has been reviewed
and primary data has been collected using an administered
questionnaire.
The respondents are all Lhe thirteen heads of' departments of
the Ministry of Finance in Nairobi, Kenya.
The method of analysis that is used in this study is

the percentage which is a tform of an "average'.



CUAPTER 'TWO

LITERATURE REVIEW

This chapter has reviewed the r'e.l.(:vunt; books, journals,
and magazines on managerial communication in an organization. .
The chapter is divided into eight parts. The first section is
on communication process which includes steps in Communication,
avenues to understanding, models of organizational communication,
information theory, interpersonal communication, and intra-
personal communication.

The second section has reviewed Communication and
organizational structurc. This section has considered both the
formal and the informal communication in an organization.

The third section has discussed the media of
communication, which we ¢lassitied under face-to-face communication
and written communication.

The fourth scction has dealt with the potential barriers to
Communication, which consist of environmental factors,
perception differences, status relationships, psychological
climate of the organization, special groups and their effect,
lack of definite plans, lack of clarity, and other mechanical
barriers.

The figth section has reviewed auditing communication,
which includes aims of the commmication audit, who will take the
role of the commmication auditor, determining membership and the
size of the audit group, and asscessing communication efficiency.

The sixth section has dealt on improving managerial

commuicat ion, which includes a compulsory Managoment programme ,



voluntary management programmc, and planning_ﬁhe process of a
communication lmprovement programme.

The seventh section has discussed on Communication
policy, which consists off who will have responsibility for
specifying the appropriate contents within the data-base? Who
will have the permission Lo analyse the contents of the data-base?
Who will have responsibility to deal with conflict in respect of
the contents of the data-base?, and who will provide planning
advice?

Finally, the last section has analysed the secondary

data with a conclusive remark.

2.1, THE COMMUNICATION PROCESS

The Communication process is one of the primary tools
of management..  Without the Lransmission of information,
ideas, atlitudes, and Yeelings - upward,
downward and lateral - productivity and morale would soon
suffer. It is essential, therefore, that managers at all
levels understand the principles of effective communication
and learn the skills that will enable them to communicate
effectively. 10 should e re ogniizod, however, that
conmmication ix e rosponsibility of managers in the
organizal ion, e 's offectiveness as a manager, regardless
of the job, is determined Lo some degree by his
offect ivenoss in commmicating with his superior, fellow

managers, customers, subordinates, and others.
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SIEPS IN COMMUNICATION:=  An analysis of the Communication

process reveals that there are several steps.  The first
step is ideation by Che sender. TG represents the content
of his message and is determined by his abilities and his
objectives in Che situation.

In the next step (encoding) the sender organizes his
idca:s‘. into a series of symbols designed to communicate Lo
his intended receiver(s). The gender selects suitable words or
phrases that can be understood by the receiver and he also
selects the appropriate medium to be used such as a
memorandum or a conference.

The third step is Lransmission of the message as encoded
through selected channels in the organizational structure.

The fourth step is where the receiver enters the
process. The receiver Lunes Lo receive his message. [f it is or:
he must be a good listener. If the receiver does not
function, however, the message is lost. The fifth step is
decoding, as for example, changing words into ideas. In this
step the decoding may not agree with the idea that the
sender original ly encoded because of the difference in
perceptions between the receiver and the sender as to the
meaning of words or sesantics.  Finally, the receiver acts or
responds. The sondor may file the information, ask for more
information, or take any other action,

There can be no assurance, however, that commnication has

taken place unloss there is some type of feedback to the sender
in the form of an acknowledgement that the message was

received. 1L is desirable, therefore, that feedback be



considered as an essential step in planning communications in
business.  Similarly, comion rame of reference which provides
a common point of view for understanding improves the quality of

3

Communication.

On a typical working day the process described above
occurs many times. The process is found in person-to-person
communication, person-to-group communication, group-to-group -
communication, and organization-to-organization communication.
A tally of all the attempts to communicate during a single
working day would be almost incomprehensible in size if humanly
possible Lo make. Such a tally would include every order given
by a superior to a subordinate , all information passed back and
forth between individuals whether written or spoken, as well as

simple gestures conveying some Lype of message or understanding.

2.1.2.  AVENUES 10 UNDERSIANDING:~ ‘There are not only many items

to be communicated in the typical business day but also
several ways in which they may be communicated. lLanguage,
both oral and written,is what first comes to mind when
one thinks about mcans of communication. However,the
total process of commmication reaches beyong language.
LU includes other avenues by which underst andings or
misunderstandings say occur and in most situations a
combination of these avenues is operating.

al Speaking:~ Oral communication is the most frequent ly
used avenue of commmication in business. This method has
the advantage of speed and it provides an opportunity for

immediate feedback that assures the sender that one is

Davis Keith, Mo Relations st Work, (New York,
MoCraw-Hill Book Co., 1962) p. 349



communicating with Che other party. Speech also involves

less work than written communication, but the fact that one
should attempt to organize what he is going to say and give
some thought to how he is going Lo say it should not be
overlooked. The wise h‘[)(‘.'ll\’(‘l:‘ will also convey to his
listeners that he is willing to listen to them.

The drawbacks of oral communication are that it does not
always save time as any manager knows who has attended meetings
in which no results were achiceved. Committees may also be

costly in terms of Lime and money.

b) Writing:- One of the important tools that a manager
must possess is an effective skill of putting ideas into
words. What the communicator is doing through the written
. word is getting across thoughts and making sure the recipient
understands the message and accepts the intent of the message.
The great difference between oral communication and the
written communication is that Lhere is no opportunity for the
receiver of the letter to immediately ask questions, to look
at the communicator, or to have the writer give an explanation
of the meaning of the words in Lhe letter.

The advantage of writlen communication is providing
records, references and legal defences, ‘I‘w letter can be read
by a large audience Lhrough distribution of mass mailings, can
promote uniformity in policy and procedures.

The drawbacks of writton commmication are that letters
create mountains of papers, the letters may be poorly

expressed and they provide no immediate feedback.



c) Listening:-  The most neglected avenue of!
communication is listening. Most of us feel thatl we an, good
Listeners, but this usually means (hat we can remain passive.
and silent while the other fellow talks. Li‘stening, however, is
not a passive process; it requires action.

Literally, too many of us sit back and listen. This
attitude may work well for music but one needs Lo Lake part in
commmication. A good listener's mind is alert. llis face and
posture usually reflect Chis fact. One may further show his
interest by questions and comments which encourage the speaker
to express his ideas fully.

It is only through this Lype of listening that understanding,
the purpose of all communicat ion may be achieved. Unfortunately,
Bowever, most people are not good listeners. One Lest using a
fairly simple spoken message last ing only a few minutes and
containing only two major points proved difficult for businessmen .
who were tested. The average could summarize only a third of
the content. It is suggested that among the reasons for this
poor showing is that few people have been trained to listen.
Even with the recent trend toward instruction in the language
arts or in cosmmication skills, listening has not. received the
attention that is dovoted Lo reading, writing, and speaking.
Howover, soveral companios are attompting Lo improve listening by

offering programmed instroction on Hvslcning.‘

4 Lydia Strong, "Do you know how to listen", Effective

e ama—
Communicat ion on the Jdob,  (New York: American Managoment
Ass., 1950) p. 20,




d. Non-verbal := Speaking, writing, and listening are
recognized as the common ways in which communication
takes place. Equally important, however, is action or
inaction. 'That is, cmployces are primarily influenced
not by what management says but by what it does. In fact
every behaviour of a superior has some inf'luences on the
subordinates who observe it. ‘The interpretation that is
given Lo the behaviow will vary according to the
individual viewers. Nevertheless, there will be meaning
attached to whatever action a superior takes, even if it be
nothing more than a smile, closing his office door, or
patling an employce on Lhe back.

Similarly, the superior

assigns meaning Lo Lhe non-verbal behaviour ol his

subordinates. When he perceives them working diligently,

day-dreaming, or wasting Cime in talking with other

employces he is interpreting their behaviour.
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1)

Original sources:-  Methods and Lechniques for obtaining

intormation Vrom original sources include the

following: -

i)

ii)

Observation: - 'The observalion can be objectively planned,
as in the casc of a person who is making a real estate
appraisal on the basis of a standardized form. 1t can also
be subjectively planned, as through the use of the

trained eye, and can include experience, as in the case of
a person who is sent Lo estimate a roof or painting job

or some such other task. 1Us major advantage is that it leads
to a more objective picture of overt behaviour. The
disadvantage is that this method does not yield
information on covert behaviour. The observation method
has Lo use reliable rescarch inst runcnts such as tape
recorders and cameras Lo gather the information.

Interview method:= This method consists of asking

competent or expert people Lo prov ide the information. The
interview may be patterned that is, it may follow a very
definite form, or it may be unrehearsed. This phase of
information gathering is used Prequent ly in both

informal and Cormal roport weiting. On the intformal

level it means just asking the person how it happened.

On the formal level the interviewer notes Lhe most
important questions which  he  wants answered at the
interview. In this way the line of conversation can

be directed to the specific objec Lives which one is

trying to achieve.



1ii)  Letler technique:- 'The use of Che letter techni que

is a phase of the interview technique for obtaining
information. 'The advantage is that it may be the
best way to reach persons who might be biased by
interviewers, while the disadvantage is that the

return rate is : usually low.

iv) Telephone interview:-  ‘This method involves tele-

phoning  the expert or the one believed to have the .
answer and ask questions over the phone. This method
is widely used by business and industrial firms who
need information very guickly. The advantage of this
method is that it is the best method for gathering
information quickly. The disadvantage is that only

people with telephone  can be interviewed.

2) Secondary sources:-  are sources of information which

exist in an accessible form and merely have to be

found. They might be present in the organizations'

internal records, professional associations; in

government. , commercial publications. If the data are

found in existing sources, the rescarcher has saved

time and exponse. Socondary data must however be checked tor

impartiality, validity and reliability.
3. 'roﬂ.lm source:=  is a sowce of the third order, tor
example in advertiscment the speaker or actor is

considered as a tertiary source.



b.  Transmitter:=  The Cransmitber encodes Che data into a
message and sends it on Lo the receiver. The major form of
encoding is symbols which can be defined as any systematic pattern
of signs, languages, or signals. ‘The raw data from the source
are encoded into a meaningtul language. For example, the
accounting, statistics, and computer data are translated into a
message. This message is then transmitted by means of sound
waves, electrical impulses, light waves, or pieces of paper.

¢. Noise:- Noise is any interference that takes place
between transmission and reception. 1t can be electrical static,
semantic, problems with the lanaguage or deliberate distortion of
the message. Any communication problem that cannot be ful ly
explained can be categorised as noise.

d. Receiver:~ is the party receiving the message sent
by another party.  Under Chis step of the model, the communication
has' passed from the sender o the receiver. Decoding of the
message has not taken place. ‘That is, an interpretation must be
made and understanding mest e gained of the account ing, statistical
or compu ter information.  Besides knowledge requirements,
perception and listening enter the receplion phase off the process
mode ] ,

e,  Destination:- Just as the information source is a
requiremont. for the commmication process Lo begin, a destination
in necessary in order for the process Lo be completed.  In the
organization, the aooomt g, statistical, or computer informat ion
s most. likely dostined to go o line managers Lo assist them in

“ccomplishing their wit's objectives or Lo Lop managers Yor the
0

mn—"'wl"'ﬁtm-v
Luthans Fred, Orgawii zational Behaviowr, McGraw-Hill Co. Ltd,,
Kogakusha, pp. 214-215.




£. Feedback:- is the part of the receiver's response
that the receiver commumicates back Lo Che sender.  In order to
check the  eftectivencss of Commmication, feedback is essential.
One can never be sure whether or not a message has been
effectively encoded, Lransmitted, decoded, and understood unless
it is confirmed by feedback. Similarly, feedback indicates
whether individual or organizational change has taken place as a

result of communication.

2:1.4; INFORMAT LON THEEORY

Information Cheory is a strict, scientitic approach

Lo the study of commmication. Deeply involved with the
probability theory ot mathematics, it is concerned primarily with
the transmission aspects of che communication process. Specifically,
the transmission conceptls off sending and receiving, in terms of
both their functional roles and their contribution to the
achievement of a given level of performance, are the distinguishing
characteristics of information theory.

The goal of information theory is to send messages by
taking advantage of their statistical nature and to use electrical
signals Lo transmit moessAses over a given channel with mini mam
error,

Robbert G. Gallager, an informat ion theorist has noted that
"In the past 20 yoars, intorsat ion thoory has been made more
precise, has been extended, and has been brought to the point where

it is being appliod in practical commmication systems." 7

7

Gallager, G. Robert, InVormalion Theory and Reliable

Ommnication,”  Joln Wiley wxd Sons, Inc., New York, 1908, ps 2



Shannon E. Claude and Wu;nvm'l Warren wrote about
information theory as follows "In fact, Lwo messages, one of
which is heavily loaded with meaning and the other of which is
pure nonsense, can be exactly equivalent from the present viewpoint,
as regards information. 'To be sure, this word information in
communication theory relates not so much: to what you do say, as to
what you could say. That is, information is a measure of one's
freedom of choice when one selects a messag,‘e."8

A great impetus Lo Chis development has come from the
Computer technology and organizational systems analysis. Computers
and systems go hand in hand with information theory and
cybernetics. The impact Chal informalion theory has had on the
Study, analysis and practice of organizational communication is some
what analyogous to the tremendous intluence that quantitative

techniques have had on management decision making.

2.1.5. INTERPERSONAI. COMMUNICATION: = The opposite extreme to

information theory is Che interpersonal approach Lo communication.
Whereas information theory is very mathematically oriented,
interpersonal communication is very behaviorally oriented.  In the

interpersonal approach, the major emphasis is on transferring

information from one person Lo another, Communication is looked
Upon as a basic mothod of effocting behaviour change, and it
incorporates the pesychological processes (perception, learning

and motivation) on the one hand and Language on the other.

Shannon E. Clawde, wxl Weaver Warren, "The Mathematical

- of Commmication,” University of Il1linois Press,
9 y P




Listening sensitivity and nonverbal communications are also closely

associated with this approach.

The of'ten posed riddle Chat asks, "lIs there a noise in the

forest if a tree crashes to Lhe ground but no one is there to hear

au demonstrates some of the important aspects of interpersonal

communication. From a communication perspective the answer to the

riddle is no. There are sound waves but. no sound because no one

perceives it. There must be both a sender and a receiver in order

for inerpersonal communication to tLake place. The sender is
obviously important to communication, but so is the neglected

receiver who gives feedback Lo Lhe sender. The importance of feedback

cannot be overemphasized because effective interpersonal communication

is highly dependent. on it

Sigband comments on the interpersonal process and the

important role of feedback thus, "It permits expressive action

on the part of one or more persons and the conscious and unconscious

perception of such action. Perhaps one of the most important factors

in this network is....feedback (which) is vital if the ori ginator and
receiver are to secure some level of effectiveness in the

¢ g ‘ 10
Communication process,"

Besides feedback, other variables, such as trust, expectations,
Values, status, and compat ibility, great ly influence the inter-

personal aspects of commmication. There are many research studies

9 Drucker F. Poter, "Maagosont "y Harper & Row Publishers,
New York, 1974, p. 483

10 Sigband B. Normau, "Commumical ion for Managoment , " Scott
Foresman and Company , Glenwiew, 111,, 1909, p. B,




AT i

which show that people who do not trust one another do not
communicate . lel us see the example of wofford C. Jerry eb. al.,
NIt can begin with a Lack of trust by person A for person B. since
A does not trust B, the communication of B to A tends to be

guarded and/or deceptive. A probably responds by being less per'sonal $
more negative in his or her foelings For B, and less supportive of!
B. B responds by having less trust for A and by being less open,
more cautious, and more deceplive. This results in a continuing
response of less support and less effective (:mmnw'\'l(:ation.“ll
The same is Lrue of the other variables mentioned above. people
perceive only what Lhey expect Lo perceives; the uncx‘x:(:t,cd may
not. be received at all. Giving attention to and doing something

about. Lhese interpersonal variables can spell the difference

between effective and ineffective commnication.

1) The External System and {nterpersonal Communication:=

The exact spe('ifi('ul,im\ of Lhe act ivities of the external system

is impossible. The problemal ic situations that an urgauizabiun

may face cannot. be completely anticipated. Consequent.ly, policics

plans, and pl'mvdul-vs cannot. be est ablished to cover all situations.

In problematic situat lons, SOmMEONe (or group of people) must

decide what to do, decide how Lo do it, and monitor the quality of

the effort. All those prot essos involve communication and often

involve Lwo=poerson A inh-r;wrnﬁuul ) communicat ion.

In addition to the interpersonal commmication situations

wich arise because of the incomplete specificat jon of urgw\iznuonal

11 wofford C. Jerry, ob. al., "Or vizational Commnication The
Keystone Lo Han.:Ew'i..l pffect Tveness,” ;(‘taw-ﬂfn Book CO. )
N.Y., 1977 p- !
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Some specilic arcas where breakdowns  oceur ab both Che

tntra-personal and interpersonal levels are: -

a) A person may be unawarc of his or her motives:- That
is looking forward Lo the successtul procurcment. off the .(:(m(,ru('l}
which will gain him/her recognition. The individual is dimly aware
of other individual's ideas, questions, and feeling represent an
obstacle Lo his own personal goal

b)  The sccond arca  in which Commmication break-down

originates is in the encoding of motives:— This encoding also

occurs al. Lhe inbra-personal level . Fear of retaliation and lack

of self-confidence are among Lhe intra-personal factors which
restrain the expression of one's truc wants and needs.

€¢)  The third arca of break-down results from interpersonal

Per-cegtion:-One tends Lo see the actions of another person in the
context of a general impression Lhal one has formed.

d) Finally, Communical ion break-downs often occur as a

result of failure to recognize and deal with the intra-personal factor

of emotion:- When people are unaware of their own feol ings, their

i"""”"""“”‘“' percepbions and Cheir interpersonal commmicat ions will
be inf luenced by their feclings indirectly, Thus, Che manager who
has been disciplined by his/her boss may react angrily without
realizing it. Thus, he/she may oxpross his/her anger

indirectly by being wnecessarily harsh with his/her subordinates.

If this manager becomes aware of his/her Teelings and express

them appropriately, his/her interpersonal perception and
Communication are likely to be less irrational. That is by

becoming aware of and by cpxressing Peelings, the individual is

more apt. to act rationally.
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After a general understanding ot' how break-downs

1N communication occur, one is in a position to state some

general guidelines Lo avoid such break-downs and to increase

the ettectiveness of interpersonal communication. These guidelines

are aimed at increasing self-awarcness, seltf-disclosure, and

the accuracy of interpersonal perception.

a) Tn(‘rea.‘ing Self -Awareness : - The major block to

inc.r'easing selt-awareness is that it is psychologically paintul

and every one is afraid of pain. The reason that is painful lies

basicall.y with our need to hold a positive selt-image. The

protection of self=image keeps us Vrom recognizing Che "trae" selt’,

b)  Awarcness ol Foel ing:= The most obvious way Lo develop

awareness of’ one's teeling is Lo pay atlention to them. A helptul

notion to be aware of in Lhis regard is that physical veeling is

closely related to emoLional Yeeling. t‘or many people, increasing

Lhe awareness of body sensations is Che place Lo begin.

¢)  Self Disclosure of Fecl ings:-  The expression of

H:(:luugs, allitudes, and molives is Lermed selv—discloswee,

B-'ln'l(*ally, self-disclosure ineroases interpersonal compet ence by

thcreasing selt-awareness and by increasing the likel ihood o

being perceived acenrately by others,  The magor block Lo selt-

disclosure is fear,
When one bocomes aware off Yeelings, it is dmportant Lo
OXpress Lhom,

In order to strengt hon the awareness of Yeelings,

it s important. exaggerate Lhe expression ot feeling. Here,

the porson i Hikely Lo oncomntor Yoar,  This happens Yor Lwo

Peasons.  First » ONe is on unVami liar grouwnd and is therefore



alraid that one might look sil ly. Sccond, the expression
of feeling carried with it Lhe fear of self discovery. 'That is
awareness ol one's feelings, especially one's repressed teelings,

L
is likely to lead one Lo contront onc's seltfeimage.

d) Self-Disclosure of Interpersonal Motives:- Selt-awareness

and interpersonal perception may be- increased through disclosing

one's interpersonal motives. One must begin by paying attention to

one's own motives. What is it thal one wants? Verbalize it. Tell
others what one wants from them. This eliminates the guessing game

and establishes a basis tor understanding.

e) Clarifying Interpersonal Motives:- One may be unclear

of what our own motives are. lLack of awareness concerning our own

motivational tends to be a saf'e retreat ' for us.
For increasing interpersonal compelence by increasing

self-awareness can now be stated in how to form. As one becomes

aware of feelings, express Chem. Pay attention to the thoughts,
perceptions, and feelings which arise following the expression of
emotion, pay attention to and verbalize what one wants. In addition,

ask for and listen to feedback given to us by others.

) Increasing the Accuracy of Interpersonal Perceptions:-

One way of increasing the accuracy of interpersonal perception is by

self-disclosure of feelings and interpersonal motives. If one knows

what a person feels and wanbts, one is less likely to mis-interpret

that person's actions. Anothoer way to increase the accuracy of

interpersonal perceplion is to pay attention Lo Lthe process, that is
observe ourself interpreting the actions of others. Finally, the
most straight Yorward way of lncreasing the accuracy of inter-

personal perception is by noting what observations lead one to a
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particular conclusion and Lhen checking whether or not the

conclusion is accurate.

y X INTRA-PERSONAI, COMMUNICATTON

Intrapersonal factors are the human attributes such as
motivation and emotion which influence all of us.

Compatibility of such intra-personal variables as motives,
values, attitudes, and interests is an important foundation for a
positive interpersonal relationship. Within an organization, we are
often required by the external systém to enter an interpersonal
r‘elationship in which we do not find (:um)atibiLiby. To accomplish
a r;aquired organizational objective, we may be forced to interact
with a person with whom we have little or no compatibility. As a
consequence, the interpersonal communication is severely

hampered.

a) Self-Confidence as an Essential Intra-personal Variable

for Effective Communical ion: -

Upenness in interpersonal

communication requires self-confidence. The more confident one is

intra-personally, the easicr it is to express one's feelings and

opinions, and the more receptive one becomes to feedback from

others. As people increase their self-confidence, they are more

likely Lo take the risks assux fated with exposure  of themselves

and others' opinions aboul Uhem.
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2.2. COMMUNICATION AND THE ORGANTZATIONAL STRUCTURE

Communication even between friends often can be difficult
and at times almost impossible. TG may be expected, therefore, that
where hierarchical relationships exist, as in an organization,  the
the communication process will require even more attention and

effort if it is to yield the level of understanding necessary for

efficient operations. In spite of the complexity of the process,

there are some fundamentals which, if heeded, can make communication

more effective. While it is generally agreed that there is need for

an organizational structure, the development of the structure must

necessarily  be based on some consideration of the communication
problems that may arise as a result of the pattern of interpersonal

relationships established by the structure. In some instances it is
possible to correct the problems, but in other situations
communication is blocked and travels by other means such as through
informal channels. In examining the communication process in
relation to the organization structure, it is thus necessary to

consider both formal and informal types of communication.

2.2.1. FORMAL COMMUNICATION

Formal communication Lakes place between personnel according

Lo established lines of authority or one basis of established

procedural relationships. A superior giving instructions Lo a

subordinate is engaging in formal commmication based on the lines
of authority; whereas, the ofVice secretary who discusses a
correspondence problem with the mailing department is Tollowing

procedural lines of commmication,



Barnard Chester, said, the first executive function is to
develop and maintain a system off (,:omlmu1i(:¢1l,iun.12 That system
will exisl; to promote the goals of the organization, to sell, to
reduce costs and to make a profit. The deperi-dency of many
complex firms on effective co-ordination as ﬁhe first executive
function.

The primary objective of organizational communication, then
is to achieve action. Curiously and frustratingly the planned
hoped-for results do not always occur. Ineffective communication is

often a main reason for the failure.

Poor communication often lead to low morale has become a

cliche of good management.. When men do not understand the reasons
for policies or actions, they often respond with fear, suspicion
anxiety and aggression. ‘This can result in strikes or in
management sabotage.

Formal communication may follow in downward, upward, and
horizontal directions.

a) Downward Communication:- This is communication that

originates at any management level and is directed toward subordinate

personnel . Basically, there are Five types of commnication down

the line,
1. Specific task direction: job instructions
2. Information designed to product understanding of the

Lask and its relation Lo other organi zational tasks:

Job rationale

3. Information about organizational procedures and practices.

12 Barnard, Chester: The Fwwtions of the Executive, Casbridge,
. Harvard University Press, 1935,
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4. Feedback to the subordinate about his performance.
5. Information of an idcological character to inculcate
a sense of mission."l3
Emphasis in the use of Chese ditferent types of downward
Comm.lnis:ation will vary from one organization to another and
from one manager or supervisor to another. However, for effective
employee performance, job satisfaction, and team work among the
members of an organization, it is essential that there be effective
Commuﬁ(:uLiUI\ from superiors Lo subordinates in all of the five

areas listed above.

b) Upward Communication:-  Communication up the line if

primarily concerned with the expression of a subordinate's ideas,
attitudes, and feelings of himself, his job, his performance, and
his problems; about others, concerning organizational policies and
practices, and similar matters Chat he perceives as being
acceptable material to communicate Lo management.. The subordinate
Lypically communicates dircctly with his superior either oral ly or
in writing. The major exception is the submission of an idea or

plan through the suggestion system and writing.

¢) Horizontal Commmication:- In addition Lo imprpving

upward communication, management should also develop the type of
conditions, including the social climate that facilitates horizontal
Communication among personnel at the same levels in the organizational
structure. Supervisors and the subordinates in different

departments, for example should be encouraged and feel free to

Communicate with one anolther about common problems.  Subordinates,

however, should recognize the responsibility that they have for

13 Kata, D., and Kahn, R.L., “The Social Psychology of
fzations,” 2nd ed., (N.Y. Jolw Wiley and Sons, Inc., 1978)

P



keeping their supervisors advised of’ the general content of their
communication with personnel in other departments. ‘

Effective lateral communication is essential to
co-ordination, and to the pursuit by different departments of the
same objective.

The effects of poor downward or upward communication:
resentment and resistance by staff, and senior management failing
to understand the real situation at lower levels of the company
are well known.

Poor sideways communication is equally expensive in terms
of inefficiency and frustration, though less discussed.
Co-operation at board level will depend to some extent on
co-operation at lower levels. If departments are working at
loggerheads or in glorious isolation the difficulties will very
often appear at Board discussions.

However, no matter how highly motivated are all members of
the organizaion to a achieve the general objective, and no
matter how efficient are the procedures, a firm will not be
efficient unless the efforts of all staff are co-ordinated, and
unless there is effective lateral commnication.

To achieve this, a Cirm neods what Likert Rensis terms,
"an efficient interaction or mutual influence system." The
character of a firm's organization must therefore allow:-

1. Full and effective commmnications up, down and

across Lhe organization.



2. An opportunity for all members of the organization to
influence others, based on their knowledge, experience
and information.

3. Methods of decision-making, "Which use fully and
intelligently all the information available in the
organization, and which are designed in such a way that
the members of the organization are highly motivated to

14

carry out these decisions."

2.2.2. INFORMAL COMMUNICATION:

The informal communication structure has been defined as
"those aspects of face-to-face relations which are not recognized
by the participants as, nor preconceived for the purpose of,
achieving simply a particular objective. 15

Those fact-to-face relations may be based upon the fact
that men work together, that they are friends, or that they are
members of a profession,a union or a political party. The ties -
and the communications - may arise because workers have shared a
common experience, or come from Che same neighbourhood,

One can see the informal commnication system come into
play when' major decisions are taken, A board of directors meet
and consider some important recommendations. They agree that to
implement these recommendations will increase sales, increase
their share of the market , roduce costs, add to their profits and

Lo their firms' reputation. They decide to go ahead. The plan

14 Likert, Rensis: A Motivational Approach to a Modified

% of Orﬂdauuun and F%&." Modern Organization
» .Yo J " (‘y m. w.

15 Scott, W.H., et. al., "Technical Change and Industrial
Relations,” Liverpool Uflversity Press, 1956,
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and the objects, they consider , are so clear and worthy that
there cannot possibly be any doubl or resistance.

: How often the picture changes as we move down the line!
Tﬁe ‘interests and lives of many men and women may be affected by
this new decision. Some may be promoted and receive higher pay
and status. Others will have to work harder or find life easier.
Some will discover that their hopes of promotion were illusory
and that other men have been preferred and moved past them.

Soon managers will be getting together to talk about,
analyse and criticize the new changes. At shop floor level workers
will discuss the changes as they affect work, wages, tempo,
overtime, supervision, and interest of job. Rumours will begin
to circulate about the factory; sometimes these rumours and
speculations will be pessimistic, sometimes extremely optimistic.

In most instances it provides for a rapid transmission of
information and misinformation and, therefore, presents a challenge
to the planned communication. However, there are some controls
that can be used Lo minimize Che number and severily of rumours
that are passed from one person to another over the grapevine,
These are:-

"1, Keep the channels of commmnication open, There is no
substitute for good supervisor-to-subordinate communication down
Lline.

2. Positive and truthful presentation of facts about a
topic is more effective than defensive attempts to disprove the
logic or a rumour.

3. Guarding against idleness and sonotony among the
troops has been a military technigue to prevent rumours and it is

Just as applicable to any other organization.

i
|
i
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assurance that there is or nol a meeting of minds. Face-to-

face communication includes:-

- person-Lo-person communication,
— commitlees,
—  brainstorming,

- conferences,

- interviews, etc.

Before seeing how face-to-face communication can be !
improved, there are four important points to be emphasized. '

n 1. People respond Lo us as individuals and not as |
communicatbors. what, they CLhink we are and represent is even ‘
i

more important than how Lo pul over our messuage.
8

2. People's sresponses are determined Lo a great extent it

by their memories, previous experiences and attitudes. z“
ol communication will be judged in the light of *E\

the total situation. “a
: 1’-‘

is what we do, and have done and

4. In the long run, il
are expected to do, that. is important - and not just what we say."%’i

Therefore, a realistic approach to improving face-to-face

communication will involve:=-

1. An attempl to aid managers, Toremen, staff and worker:"\

to understand some of the complexities of human relations. It

reasonable Lo assume that the emphasis of this type of
training will be directed at managers, foremen, and shop-stewd

2. Actual or similated experience in face-to-face

situations. This includes role playing, case studies, group

discmim, public upcdth‘ and s0 on.
3. An awarencss by managers of the implications of major
ion

17 Ivens, Michael: “The Practice of Industrial Communicat
Business Ptblh.thn- Limited, 1903, p. 111,



social research.

4. An early step must be to assist managers and
supervisors Lo understand Lln;; concept of communication, and
to relate it to their own responsibilities, as well as to the
purpose of their organization.

5. Training in order to provide a critical approach to
language whether written or spoken, and an awareness that
words are used and interpreted accordingly to the knowledge,
attitudes, background and history of those speaking.

6. An. awareness by managers, that the ability to

listen is an important key to effective communication."

2.3.2. Written Communication:- 1In achieving its purposes,

organization makes great use of written forms of
communication. Decisions are often taken largely on the
basis of reports and recommendations, and these decisions are
translated into action by means of instructions. The quality
of written commumnication Lo customers, suppliers and
Government. departments also determines the ensuing action
and relationships.

while oral commmication provides tor speedy feedback,
it is slow and is subject to too much distortion for top
management Lo use when it desires to cover the broader and
more complex aspect of the business. Because writben
commnication generally carries greater weight and authority,
special attention “hould be given to the style and quality
of writing. It should be dignified without being pompous ,

cauicbrmnreader'nm,-dwlm.hid\m

18  Ivens, Michaol: cited above, p. 112



of clarity that it cannot be misinterpreted. While there is
a wide varicty of written media used in business, only a
few will be considered here.

a) Job Descriptions and Procedural Manuals:- One of

the most important media for communication with the employee
is the job description. It enumerates in detail the duties
that the employee is expected to perform, the equipment that
he will u;e, and other important information necessary to
his success on the job. Manuals in which operating
procedures and rules and regulations are prescribedd

and proscribed are often made available to employees in
order that a reasonable degree of uniformity, efficiency,
and safety may be achieved.

b) HANDBOOK:- Handbooks are often used to convey
information of immediate concern to the employee. Employee
services, sick leave provisions, insurance coverage, stock
ownership plans, and other benefits are usually described in
detail.

¢) The House Organ:- One of the most widely used media

for downward commmication within a company and for reaching
the families of employves is Lhe newspaper or magazine,
commonly referred Lo as Lhe house organ.

d) The Suggostion Programec:-  The writien media

discussed above represent examples of downward
commmication: ULhe suggestions programme is an example of
upward commmnication. The suggestion programme is designed to

encourage participation of the esployee in the larger and



more important aspects off Che company's operal ions by
rewarding him for suggestions thatl may be used to benef'it
the company. 'The suggestions may cover such areas as work
methods and procedures, equipment design, safety devices A

and other matters not related directly to production.

e) Sincerily:-=  In plamming communications with
subordinates, managers should recognize that their sincerity
or insincerity soon will become apparent. If management has
a record of fair and honest dealings with employees, its
communication is more likely to be accepted.

) Bulleting Board:-  Perhaps the most widely used

vmedium for downward wrillen communication is the bulletin
board.

£) Understanding Human Needs:- There is close

relationship between motivation and communication that must
always be considered. It is human nature to listen to
someone who has something to say about those things in which
we are interested. Therefore, management's attention Lo
employees' needs, interests, and attitudes can go a long way
toward facilitating employce receptivity,

2.4, DARRIERS TO COMMUNICATION

While there are several avenues by which understanding
may pass from one person Lo anolher as well as many media
for promoting understanding, these avenues and media do not
necessarily lead to the desired goal. The groupings of

poople into a complos orgaizat ion impose addi Cional
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conditions and factors affcclting human relationships which
may constitute potential barriers Lo communication. In
order for communication to be effective, it is essential

for the manager to recognize these potential barriers and to
plan communication so Chal Chese barrioers may be overcome

or at least minimized.

In a survey of over 750 company members, the National
Industrial Conference Board (NICB) asked , "What are the
barriers to communication within a company? The barriers
cited fell into three major groups:-

" L. Barriers arising from the fact that individuals
differ. ‘These are barriers that a company
inherits because they are common to society.

2. Barriers arising from company's pyschological
climate which tend to satisfy communication.,

3. Barriers that are largely mechanical in the sense
Lthat Lhey stem from lack of proper facilities
or means of nmumi«:ulviml."w

Some of Lhe major barriers in each of Lhese groups are
examined below for purposes of illustrating the problems

that arise in atlempts Lo commmicate with others.

2.4.1. Envirommental Factors:- One of the major problems in

communicating with large numbers of individuals, as in a

company, is the simple fact that no two individuals are alike.

19  NICB, "Barriers to Commmication, "M Record,
National Industrial Confercence Board, 1955,




Individuals arce born with ditferent potentialitics,
they have had different expericnces during Cheir
childhood and youlh, and as adults they have had
employers and supervisors who have exerted a varicety of

influence upon them.

2.4.2. Perception Differ:- One result of prior

experiences is Lhal cach cmployee brings with him to the
his own unique way of looking at things, or in other
words, his frame of reference. This frame of reference -
determines the manner in which he will interpret or
perceive whatever he sees or hears. If the supervisor

is viewed as a father figure, the employee may accept

or reject everything the supervisor says, depeading upon
the type of relationship that he had with his father.
Similarly if the employee has been let down by previous
supervisors, he is likely Lo view the new supervisor as
someone not Lo be trusted.

2.4.3. Semantics:- Words, like gestures can be interpreted
in various ways thus creating a barrier to communication.
Since there is not necessarily a connection between the
symbol and what is being symbolized (the.meaning), the
communication may be received quite differently than

was intended. The word profit, for example, to the
executive may represent a measure of success and a return
deserved by company; whereas, Lo the employee it may
represent some of the funds that he should have

received in the form of higher wages. In selecting )



the communicator should consider his audience and

its likely interpretation of the words he uses.

2.4.4. Status Relationships:- The position of the

individual in the organization structure will also influence
the quality of communication that takes place.  Persons
of equal status, such as two supervisors, will probably
find it easier to share information and feelings than a

supervisor and a subordinate.

2.4.5. Psychological Climate of the Organization:-

One organization may encourage individuals to express
themselves and to participate in important activities.
Another organization may be autocratic and discourage
participation and freedom of expression. Members of top
and middle management can have a considerable influence

on communication. Their perception of their own roles and
their attitudes and sensitivity toward subordinates are

important factors in their own ability to communicate,

2.4.6. Special Groups and Their Effect:- Within an

organization there may be special groups or subgroups
composed of individuals of various professions or
occupations who have different value systems. Their
differing values create barriers Lo commnication that are
frequently impossible to overcome. The accountants, for
example, may not understand the attitude that the research
people have toward fiscal matlers, just as lawyers may not
be able to understand the exccutive's attitudes toward

government regulation of business.  Difference in background



and in the developing of’ occupational personalities may
thus have protound effects on communication within the
organization.

The barriers to communication that are discussed above
represent those that are usually more difficult to overcome
because they involve surmounting the complex inter-
relationships of people in groups. Following we will see

the mechanical barriers to communication.

2.4.7. Lack of Definite Plans:- In spite of the fact that the

formal structure of the organization should be followed in
communication orders and information it is fairly common
for confusion to arise over the simple mechanics of who will

do’ 3k,

2.4.8. Lack of Clarity:- Regardless of the educational or

intellectual levels of the person with whom one is attempting
to communicate, understanding is 'less likely to occur if the
material presented is not clear. Both the spoken and the
written work may be misunderstood if the communicator uses
complex sentences. ‘This Lype of speaking or writing should
be eliminated through Lraining and experience in plain talk

and writing.

2.4.9. Other Mechanical Barriers:- The choice of media is

often a barrier to commmication. IF persons are not readily
reached through one type of medium communication may sutfer,

The Yormat for written commmication may also be a barrier.
Some persons, unless instructed, may assume that a mimeographed
document is not as important as one that is individually

typed; whereas in many instances the reverse is true.
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Similarly, the misuse or overuse of a medium may cause
people to ignore what comes over it, for they may come Lo
have attitudes such as it's nol important or just more of
the same.  The barriers mentioned above need Lo be

avoided it communication is to be effective.

2.5. AUDITING COMMUNICATION

The best and simplest approach to auditing
communication %s to start by a one-stage communication audit
in order to help to assess the efficiency of communication aﬁ
the present level, and unsalisfactory communication can be
identified tfor corrective action.

Communication process is so important that it should be
planned. Planning a single-stage communication audit the
planner needs to consider the following three points:-

"l. The purpose of the audit of conn;tnlication?

2. Who will take the role of the communication auditor?

3. What will be the size and membership of the audit

wroup?n20

2.5.1. Aim of the Commmication Audit:~ If the aim of

the commmication audit is more clearly set down in an
organization, the higher will be the commitment of the
employees participating and the more wsetul will be the
results. The most frequently statoed aims Cor carrying
communication audit are:-

a) Feedback:- Efficient commmication is one of the
most important facts in achieving effective management. Based

on this fact many people think that their ability to

20 Machin, J.L., and Tai S Charles, "Senior Maagers

Audit Their own Commmicat ion, "Jownal of Mo aguomeent
&.m”' 2.', wO 7‘. ",79




communicate with others is good but the evidence to justifly
this claim and contidence will depend on feedback of the

result of their communication.

b) Self-Awarcness:- In a one-stage communication audit
participants obtain a certain amount of reassurance on
their own ability to communicate, as well as feedback on their
ability to perceive and understand clearly what others expect
of’ them, CLhus creating selff—awareness Lo communicate
effectively.

c¢) Identification of’ Management Development Needs:-

When organizations expect their line managers to be involved
with the development of their subordinates, auditing
communication would be off help in identifying the need for
development .

d) Measurement :- Assessing the level of inter-
managerial communicalion using one-stage communication audit as
a means of establishing the current level of efficiency of
communication within the organization., Thereatter, the
results were to be used as a yardstick of communication
efficiency and subsequent one-stage commnication audits,
would show whether the efficiency of commmnication was

1mvin‘ or Talling.

e) Recommended Alms:-  The assessment and, if
necessary, the improvement of managerial communication needs a
systemat ic approach. A single stage commuication audit will
bring no more Lhan Lemporary benetits Lo an organization it it

is not seen by the managers involved to have a clear purpose



which makes sense Lo them as well as Lo their senior
management . In particular the audit shou.Lci be designed to
answer the following questions:-

1. How good is communication currently? Are there
important links which are broken? Is transmission at an |
acceptable level of accuracy?

2. Are there any areas where communication is
appreciably above average? What can one learn from these
areas which could help areas where communication is below
average”? |

3. Where, if at all, are there particular difficulties
in achieving acceptable levels of communication, and is it
possible, desirable, and cost beneficial to work at overcoming

or minimizing some of those dit‘f.‘icult,ies?21

2.5.2. Who will take the role of Communication Auditor?

When members of an organization decide to audit communication
for the first time, it is essential that those organizing
the audit should discuss, and maké explicit, the decision about
who is going to do the audiling.

There are three main choices open to an organization
carrying out an audit for the Virst time.

a) One Person (Senior) Auditing the Commmication of

Others:~ The logic of this choice is usually that, because the
communication audit is seen as some Yorm of individual appraisal,
the person doing the appraising should be senior to those taking
part, that is, someone who knows precisely and specitically

what forms of commmnication in terms of content, quantity,

21  Machin, J.L., and Tai S.H. Charles, Cited above p. 78
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quality, timing, ect., should exist between the managers

taking part if the working group is to be effective.

b) Each Person Audiling his own Communication:-

This choice of auditing communication is that the communication
patterns and contents of each job are so diverse and complex,
and so affected by the individual ability of the role holder

to articulate and listen, that Che only person who can make

a realistic judgement about the efficiency of communication
shown in an initial ‘communication report is the person to

whom it relates. Only he can tell whether it was oversight,

or lack of knowledge, that has given rise to any

unreciprocated channels found within the report.

¢) Audit by Working Groups:- The logic of this choice
is that an individual managers is affected in the way he
communicates by the relationships which exist within the
working group. In addition, some of the errors of omission
and commission found within a first communication audit
will include the direction of expectations to the members
of the working group.

The decision as Lo how the auditing will be done will
almost certainly affect the contents of the expectation
data-base because it will affect the participants commitment to,
and interest in the auditing process. It may also affect
their level of apprehension and concern about the process

itself,



s 44 =

2.5.3. Determining Membership and the Size of the Audit Group: -

Sometimes, the particular purpose of’ a communication audit
itself determines the number of people who should be involved
and occasionally it determines the number of people who should
be involved.

There is no doubt that communication is usual ly
poorest where there are many-to-many communication
relationships among managers, or where there is a considerable
volume of’ interdepartmental communication relationships among
managers, or where there is a considerable volume of
interdepartmental communication. In these situations it is
obviously desirable to draw the boundary of those taking part in
the communication audit so that it includes the majority of'
people who communicate with cach other.

a) Size of Audit Group:- It must be apparent. that

there is no ideal group size for a communication audit, nor is
there a single rationale ftor deciding who should be involved.
The critical elements that determine size of the audit
group are:-
"lL. The purpose of the audit
2. The auditor
3. The resources available to support the audit
4. The commitment and enthusiasm which exist to
maintain the momentum of commmication audit .
5. The experience which membors of the organization
have of using new techniques and their

consequential attitude of trying something T

22 Machin, J.L., and Tai, S.H. Charles, cited above p. Bl



2.5.4. Assessing Commwnication Efficiency:- When the role

of auditor is held by the individual in respect of his own
communication report, it is important for those who initiated
the communication audit to use a structured questionnaire

to ascertain from each participant precisely how he rates
the level of efficiency of i’lib‘ own communication and that

of others, and the relatlive frequency with which he has
discovered situations where direction, volume or content or
communication is unsatisfactory.

Even in a relatively small department, Chere are a
large number of potential communication links. 1f an
individual is to make relationale decisions about the quality
of his communication, it is extremely helpful to have
commentary and discussion with his colleageues. Equally »
when looking at the total communication report for a
department it is often possible Lo see quite clearly where
there is unnecessary duplication of commwmication links,
or where breaks in commmication are more likely to be amended
as a result of group discussion. One of the obvious
behavioural advantages of enabling a group to audit its own
communication is that this prevents individual managers
feeling that they must be Lhe worst communicators in the

entire group.
2.0, IMPROVING COMMUNICATION

A commmnication auditl serves Lo pn.émn!. to those who
are interested in the effectiveness of a working roup,

a snapshgt of the current level of the efficiency of job-

related commmication within the grouwp. 1t also provides a



data base which individuals can use for dyadic discussions
about problems hi ghlighted by the initial communication audit
reports.  Most communication audils cause some improvement
in communication but this is unlikely to be sustained unless
there is definite programme designed to improve first the
efficiency and then the effectiveness of job related
communication.

The purpose of the communication improvement programme
can be simply stated:-

1. To audit the efficiency of individual communication
within a working pgroup in such a way that:-

2. Fach individual can use the results in a
systematic, supported, multi-stage programme to improve the
efficiency and effectiveness of his/her own communication
in such that:-

3. The effectiveness of the working group can be shown
to have been iq)roved.23

Many -orgaizations, because of inadequate planning,
undertake commmication improvement programmes only af'ter some
large and particularly costly or embarassing discovered
crisis, and then through short-term Cime constraints,
concentrate their analytical atlention only on the bad bits,
i.e. why it went wrong. Greater medium and long term benefits
almost invariably stem Crom an equally good bits.

Since the particular needs of a working group only
become identified as Lhe prograsme proceeds, the precise

content of a commmication improvement programme can rarely be

23 Machin, J.L. John: "A Contingent Methodology yop

Managesent Control,” Jownal of Managesent Studies, 16, 1, p.l
Feb. 1979




satisfactorily defined in advance. What can be def’ined,
however, is the way in which the process of improvement

will be handled and supported, and the resources which

will be available to those participating in the programme .
Key to the success of such a progrmme is a clear statement of
the nature of the programmc, and an equally clear statement
of where the responsibility lies for making it work
successfully.

The nature of the programme can be distinguished
between a management programme and a management development
programme. Most managers regard communication as so fundamental
to the managerial task that a communication improvement must
be computsory for all managers and must be planned and
(.:ont;rolled by managers themselves.

Some managers still regard communication as an
ancillary subject to management, like behavioural science,
and feel that improvement of communication is a training and
education activity best handled on a volunatary basis

under the control of training staff,

2.6.1. A Compulsory Managoment Programme: -  Those

organizations which have made involvement in the communication
improvement programme compulsory have done so because they see
it as a management programse which is directly and
specifically relevant to improving the effectiveness of the

organization, just like a budget, for example.
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Ihe compulsory communication improvement programme can
lo i d ;
ok very much like a communication control system, though

more often that not the control can, and will, be exercised

: by the manager rather than by an accountant or an outside
analyst. As with any compulsory programme, there are bound to

be many different behavioural attitudes towards its use.

The pr ime 'sr‘gument for making a communication improvement
Programme Conullsof'y is that communication is a key

variable in organizational effectiveness. If a compulsory
Communication, improvement Programme attracts little interest
Or generates hostility, then that is what the attitude

Lowards communication is really like within the organization,
and the sooner it is faced up to and dealt with the betgir

from the point of view of or-gemizat,ional effectiveness.

2.6.2. A Voluntary Management Development Programme: = There

are obvious advantages in making any managerial development
Programme volunatry . [nitially only those who are

paPtiCular-ly interested in improving their communication in
Connection with their jobs will volunteer Lo take part.
With volunteers who are act ively concerned to increase their
effectiveness taking part in @ Programne , that programe

»

is ;
almost. certain to produce

more immediate, noticeable,

and worthwhile results.

B ——

“ Machin L. J. John, cited above p. 12



The benefits which arise from a voluntary communication

improvement programme are offset only by the disadvantages

of potentially patchy communication whenever individuals

decide not to take part.

2.6.3. Planning the Process of a Communication Improvement

Progamne e

Once the nature of the programme has been

agreed a number of planning decisions have to be made befbre

the programme can start. The most important questions which

have to be answered are:-

lll.

40

5

Is there going to be a pilot programme or is it
planned to start .with a large group straight away?
If the programme is to involve a large number of
people is it planned to handle everybody at onece
or starting with a small central group and then
gradually pursuing communication outwards and
including progressively more people as the
commmnication links meet them?

What kinds of expectation should be included in the
commumnication improvement programme?

What types of activity are going to be offered

within  the commmnication improvement programme?

Whoere does Lhe responsibility lie Cor initiating
and using the various activities?
What resources are necessary Lo enable Chese

activities to be reasonably freely available to



those participating in the communication programme?" >

2.7. COMMUNICATION POLICY

sSenior management. must develop a policy for
communication within the organization and its énvironnent.
When deciding on policy in respect of the content of
communicabion carriced by formal organizational systems,
senior management needs to consider a number of quite

specific points.

2.7.1. Who will have Responsibi lity for Spcc:ifyi.ng the

Appropriate Contents Within the Data-Base? A communication

policy for an organization needs to specify the degree of
personal freedom which individuals have to express
expectations within the data-base. :

There is no doubt Chat allowing individuals Che
absolute freedom to use their own words in their own say
adds cost to the data-base system. It also adds personality,
real life, and commitment. Restricting individuals to a
limited number of expectations undoubtedly means a lower
cost in the maintenance of Che data-base, less scope for
initiative, almost certainly greater scope for ultimate
misunderstanding, and much lower commitment to the process
of actually maintaining effective commmication, as
opposed to going through the motions of mainitaining

an information systom,

25  Machin L. J. John, cited above p. 18



2.7.2. Who will have the Permission to Analyse the Contents

of the Data-Base? The contents of the data-base form a

fertile soil for analysis of managerial style, attitudes,
and potential. Analysing the data-base can be done by
virtually any one. 'The sophisticated programmes are such

that the user needs no knowlédge of computing whatsoever.

2.7.3. Who will have Responsibility to Deal with Conflict in

Respect of the Contents of’ Lhe Data-Base? - Once an

organization possesses a communication data-base capable of

supporting effective communication, it seems sensible for the

senior management to consider whether they wish to assign

specific responsibility for dealing with disagreements in

respect of the contents of commmications. Such responsibility

is unlikely to include the authority to resolve all disagreements,

but should include the responsibility for maintaining an

up-to-date record of where such authority actually lies,

thus ensuring a much more rapid resolution of disagreement

than can be achieved by a simple, iterative, dyadic process.
Lawrence and Lorsch in their study make frequent

reference to the role of 'integrator' as one that is

reactive to conflict. When disagreement is discovered,

the integrator is called Lo work with those in conflict to

try to lead them to resolve their conflict in ways that

are at least broadly in line with organizational purpose.

They argued that such an individual has to have special



skills and has to be regarded highly as a person rather than

an authority figure, within the orgunizabion.%

The more experience that an integrator acquires, the
better he is able to identify and understand factors that
give rise to conflict in the contents of communication. The
Analytical computer programmes now available to such a person
enable him to review the data-base from the point of view of
channels, or content, or volume of communication , and thus to
identify in every situation into which he‘ is called, the

factors that were present prior to conflict arising.27

2.7.4. Who will provide planning advice? Planning can be

split into two quite distincl activities:-

"l. Planning for effecliveness and

A
2. Planning for efficiency." 28

1. Planning for effectiveness is primarily to do with
coordination and integration throughout an entire working
group and between the group and its envin;amu.; although
effectiveness planning must start at the level of the individual
it must not end before the level of the environment, A group
of completely effective individuals does not necessarily

produce an effective group. Advice required in respect of

20 Lawrence, P., and Lorsch, J., "New Management job: the
Integrator," Harvard Business Review, 45, 6, pp. 142-151,
Nov=Dec. 1967

27 Ibid, p. 145

28 Ibid, p. 147




planning effectiveness must be based on a perspective
and an understanding of the purposes of individual groups
within the total working organization.

In this connection the integrator's contribution can be
critically beneficial. If the integrator's job
description includes working to improve the overall
integration of’ activily within the working group, and between
the working group and the environement, then that
responsibility extends towards each individual's effectiveness
planning, as well as planning for effectiveness by groups

within the organization.

2. Planning for efficiency, however, is primarily
concerned with individual skills, knowledge, experience , and
the balance that is appropriate between the inputs and the
outputs for particular people or groups. Efficiency planning
is, therefore, very much to do with management development
and the maintenance and improvement of the resources
available to the organization. Planning for effectiveness
is primarily concerned with co-ordinating those resources
once obt;aincd.zg

In essence, therefore, the communication policy that
an organization adopts must sock Lo maximize the potential
" benefits to the working group as a whole of having efficient
and effective commmnication available to every mesber of

it as part of the normal working environemeat .

29 Lawrence, P., and lorsch, J. cited above, p. 149



2.7.5. Group-to-group Communication:-  Efficient

communication between groups is usually harder to achieve
than efficient communication within groups. There is greater
scope for communication to be lost in transmission either
because the subject manager' is unsure of the appropriate
person to whom to direct communication or because an object
manager is unaware of the person from whom a message has come.
Each group must, therefore, include one person with the
clearly defined responsibility for monitoring, maintaining,
and where appropriate improving communication between that
group and others.

Traditionally much of the responsibility for communication
between groups has resided either with the head of each
particular group or with their share boss. Communication audits
have consistently shown that this provides volume overload
on such individuals and thal, as a result, subordinates develop
their own informal communication patterns Lo supplement Che
inadequate ones directed through their own bosses.  This
problem is widespread in current organizations. Because
efficient commmication is nol available there is unnecessary
duplication and, in some cases, triplication of communication
channels, developed Lo safeguard availability of information.
Now that efficient commmication is an achievable, practical
possibility, the need for duplication and triplication becomes

openly questionable. Where duplication is wwecessary it must



be eliminated and commuication plans developed Lo ensure
that efficient communication Lravels in the most efficient
manner. In some organizaions Chis may still mean a
requirement that all group communications directed at another
group should go through the heads of department .
Traditionally there were some sound reasons for Chis.

There may still be in the fulure, but there are bound to be
fewer. As individuals learn more about how to be efficient
in an environment of efficient communication, direct
interpersonal communication, regularly monitorable from the
data-base, is likely Lo become the norm more frequently

in the future Chan it has been in Che past .

The responsibility for monitoring inter-group
.communication can be delegated to any menmber of the group who
has both the aptitute and interest to perform that task.

Such responsibility would provide an effective means of
h(flpi'ng a new member of a0 group to understand and approeciate
exactly what functions Che group performs for ol her parts of

Lhe organizal.ion.

2.8, CONCLUSION

From the foregoing literature review a number of points
stand out clearly.

L. The life of an organization is found in the people
who occupy the positions and in the communication that tvhe:y

have with one another. [IF there is froe flow of informat ion
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and attitudes from ()'nu--|xer~:~n)n Lo another and rom once level
Lo another in the (u'g.'uniz..'xl,i(ﬁn;nl hicrarchy, Che
organization will most likely be strong and productive. 1 g
on the other hand, communication is blocked at many points
and intformation and atCitudes fall on deaf’ cars, the whole
structure may be nothing more than a hollow shell pictured
by names in boxes on an organizational chart. The chart has
meaning only when Che persons occupying the positions are
able to interact successfiully with one another in the

accomplishment of” Che organizational objectives,

2 Many benefits will acerue to the organization which
has an enlightened understanding of’ the communication process
and which makes a continuing etfort to improve the
effectiveness of ils modes of commnication. The efforts of
all members of the organization Lo improve communication
with those persons with whom they have a formal organizational
relationship can be most effective in strengthening the
organization. Thus, this study highlights the
responsibility of managers Lo set the stage Cor improving
coaquxication by auditing their commmication inorder to
improve it. Commmnication is so important that it should
be planned, improved and adopted as a policy,

3. Many organizations because of inadequate planning,
undertake commmication improvoesent programse only alter
some large and particularly costly or esbarassing

discovered crisis, and then through short-term constraints,
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In order to find out if there is need for improving
managerial Communication in the Ministry of Finance this

chapter is divided into three parts:-

3.1. Auditing Communication
3.2. Communication Improvement Programme

3.3. Communication Policy

3.0, Auditing Communical ion

3.1.1. Rate of the Present level of communication in the

Ministry of’ Finance:=  The heads of departments in the

Ministry of Finance ranked their present level of
communication as shown in table 3 below.
Table 1

Rate of the present level off communical ion

Ral¢ Numlbxer Percentage

Excel lent %, 4

Good B 1 5%

Adequate 3 23%

Poor 58 62
l olLa l I ‘ l (m

As can beoscen Urom Lhe above table eight out of
thirteen which is 027 of the respondents ranked their

present. level of commuication as poor,



3.1.2.  Assessing Communication Erriciency:=  The method of

assessing Communication officiency in the Ministry of’
Finance is as shown in table four below.

Table 2

Assessing Communication Eff'iciency in the

Ministry of Finance

Method Number Percentage
Auditing - -
Other Method 3 23%
No Method 10 77%

13 L00%

As can be seen from Lable four above the heads of
departments in the Ministry of Finance, 10 out of 13 which
is 77% have no method of assessing communication efticiency

in their departments.

3.2. Commuication improvement Programme

2,23 Communication lmprovement Programme:- The Communication

Improvement Programnc in the Ministry of Finance is as shown

in table tive below.

Table 3 - Commmication lmprovement Programme
Heads of Department s Nuber Percentage
with Commumnication lmprovomont

Progr amme 3 23%
with No Commmication lmprovement

Programm: 10 77%

Total 13 100%




As is shown in table five above, 77% of the
respondents answered that they do not have any communication
improvement programme. Reasons given for nol having

Communication Improvement Programmes were as follows:-

Table 4: Reasons for not laving Communication

Improvement Programme

Reason Number Percentage

Lack of necessary training in Communication 6 40%

Unaware ot the Possibility of’ Communication

Improvement Programme 4 30%
Communication as of now is adequate . 3 23%
Total 13 100%

As can be seen from table six above the majority of
pespondents have indicated that they do not have communication
improvement programmc due to lack of necessary training in
Communication.

3.2.2. 'The Role of Communication lmprovement Programme in

the Ministry of Finance:- The role of Commmication

Improvement. Programme in Lhe Ministry of Finance is as shown
in table seven below:-

Table § = The Role of Commmication lmprovement Programme

One individual 2 67%
Group |

Total 3

|2



As can be seen from table seven above 67% which is
the majority indicated that the role of Communication
Lmprovement Programme is Caken by sone individual which

is the head of’ the department.

3.2.3. Critical elements that are considered in determining

the size (number of individuals) of the Communication

Improvement Programme : - The critical elements that are

considered in determining the size (number of individuals) of
the Communicalion improvement programme in Che Ministry of

Finance is as shown in table number eight below:-

Table 6 Critical Elements Chat are considered in

Determining Che size (number of individuals) of Che

Communication Improvement Programme

_E_lﬁ_."li!h Number Per(jent,agg
Number of departments 2 67%
Budget of the department | 134
Total 3 100%

As is shown in Lable cight above ke majority off respondents
which is 077 have indicated that the « ritical element. Chat
determine the size Gumbor of individuals) of U
Communication Improvement Programme in the Ministry of Finance

is the number of departments,



3.2.4. Purposc ot the Communicalion lmprovement Programme:-

The purpose ot the Communication Improvement. Programme in the
Ministry of Finance is as shown in table nine below:-

Table 7 : Purposc of the Communication Imrpvoment Programme

Purpose Number Percentage
Effectiveness and Efficiency L 33%

Keeping all employces informed in
current. procedures

S

RPR X3k AL AP
Total 3 100%

As is shown in table nine above the majority ot heads of’
departments which is 077 have responded Chat the purpose ot
Communication Improvement Programme is to keep all employees
informed in current procedures.

3.2.5. Type of Commmication lmprovement Programme in the

Ministry of’ Finance:-= The Lype off Communication

Improvement. Programme in the Ministry ot Finance is as shown
in table number 10 below.

Table 8: Type of Commmication Improvement Programme

Type Numbor Percent age

Compul sory Management  Programme 2 07%

Voluntary Management Programm | 33%
lotal 3 100%

As can be seen Vrom Lable 10 above 077 of the
respondents indicated that the Lype of Commnication Improvemenc

Programme is Lhe compulsory sanagoment  prograses: .



The reasons given tor choosing the compulsory management
programme were as fol lows:-
1. Because ot the limitations of resources and
skilled manpower.
2.. No one would be willing to participate unless
forced.
And the reasons given tor choosing the voluntary
management programme were as Yol lows: -
. he ()1'1,'1(:(:1;5 concerned are ruspo;lsible olficers.
2. To have proper tollow-up of output of ofticers.
3. The case ot improvement and human relations.

3.2.6. Method of ldentitying lmprovement in Communication

in the Ministry of' Finance:-  The methods of

identitying improvement in Commmication in the Ministry of
Finance is as show in table 11 below:

Table 9 : Method of’ ldentitying lmprovement in Communication

Method Number Percent age

Auditing - hid

Other 3 23%

No method SO L 77"
lTotal i3 100%

e —

B —

As is shown in table 11 above 7774 of the respondents
have answered there is no method of identifying improvement in

Commmication in the Ministery of Finmwe,
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3.3. COMMUNICATION POLICY

3.3.1. The Communication Policy in the Ministry of Finance
is as shown in table 12 below.

Table 10: Communication Policy in the Ministry of Finance

Policy Number Percentage

Communication Policy 8 62%

No Communication Policy 5 38%
Total 13 1007

As can be scen from table 12 above, 02% of the
respondents have indicated that they have communication

policy in their departments.

3.3.2. Policy that deals with Cont'lict in data-base of

Commumnical ion in Lhe Ministry ot Finance: -

The policy that deals with conflict in data-base in the
Ministry of Finance is as shown in table 13 below:-

Table 'l: Policy for dealing with Cont'lict in data-base

i Commmnication Policy
Policy Number Percent age
With policy 0 40%
No policy 7 e SV
fotal 13 100X

As is shown  in table maber 13 above, 54% of the
roespondent s Bave said there s oo policy that deals with
contlict in respoct of the contones of the data base of

Compmmication.
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3.3.3. 'The Commmnicaltion Policy adopted by the Ministry

ot I'inance sceks Lo Maximize: - The Communication

Policy adopted by Che Ministry off Finance sccks Lo
maximize as is shown below in table 14.

Table 12: Communication Policy adopted by the Ministry of’

IFinance Maximizes

Maximize Number I’Lcent_agg
Eftf'ecliveness 3 37.5%
Efficicncy ! 37.5%

Oul put,

25%

Total o) 100%

e

As can be seen from table 14 above the majority of’
the respondents which is 37.5% have indicated that the
Commmication Policy adopted by the Ministry of Finance

secks Lo maximize efVectiveness and effviciency .,

3.3.4. Time spent o Commmicat ing by Managers in the

Ministry of Finmwe:= The time spent by the heads

of departments in the Ministry of Finance is about as

shown in table 15 below,
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Table 13: 0 Time spent o Communical ing by lHeads of

Departments in Che Ministry ol Finance

Percentage of’ Time Number Percent age
80% 6 46%
907 5 39%
70% 2 15%
Total 13 100%

As is shown in table 15 above the majority which is
46% of’ Lhe respondents spend 30% of their Cime in

Communicat ing.

3.3.5.

Acceptable levels of Commmication in Che

Ministry of’ Finance:- The particular problems

confronted by heads of departments in the Ministry of

Finance were as shown in table 10 below:-

L

Table 14 Particular Problems Contronted in Achieving the

Acceptable Levels of Commmicat ion

Probdems Numbor Percentage
Lack of training in Commmnicat ion 40¥%
Lack of sufficient funds imvested in

Improving Communicat ion ) 4

The largeness of the Ministery in
terms of cmployoes

Supervision

238
P Wit
100%

0
|
3
Total 13
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As can be seen from table 16 below the majority which
is 40% of the heads of departments of' Che Ministry of
Finance particular problem contronted in achicving Che
acceptable levels off Communicalion in the Ministry is lack

of training in Communicaltion.

3.3.6. ALl 100% of the respondents have agreed Lhat it
is cost beneticial and desirable Lo work al overcoming Che
particular problems confronted in achieving the acceptable

|
levels of Communication.

3.3.7. Adopting Che Improvement of Managerial Communication

by the Ministry off Finance:—  1f the Ministry of

Finance were Lo adopt. Che improvement of managerial
Communication the heads of departments have indicated that
its usefulness would lie as shown in table 17 below:-

Table 1% Usefulness of Adopling lmprovement of Managerial

Commuication by the Ministry of |inance

Usefulness Number Percent age

a) In agreeing individual manager's objectives

at the same Lime as Vinancial budgess are set? | 8¢
b) In assessmen! of individual managerial
performance” 0 1 5%
¢) In assessing effectivencss of current
organization structuwe? | 5 4
d) In helping to implement changes in
organizational structure? 2 15%
e¢) In team building activities? 2 15%
) Improving Commumnication and understanding 5 39%

Total 13 100%




As is shown in table 17 above, the majority, 5§ out
of 13 which is 39% have indicated Chat the usefulness of
adopting improvement of managerial Communication in the

Ministry of’ Finance is lmproving Communication and

understanding.



CHAPTER FOUR

ANALYSES OF FHE - PRIMARY DATA

The analysis of Che primary data in the Ministry ot
Finance is divided into three seclions:

1o Present Tevel off Conmunicat ion

4.2; Communication Improvement Programme

4.3. Communication Policy

4.1.1. Present Level off Communication:— As is shown

in table 3 of the findings, 62% of’ the heads of dcpar'l,nlex;t,s
have answered that the present level off managerial
Communication is poor, which clearly indicates that there
is need tor improving managerial communication in the
Ministry ot Finance.

4.1.2. Assessing Commumnication Efficiency:- In the

Ministry of Finance 10 out off 13 which is 77% of the heads of
departments have stated that they have no method of
assessing communication efticiency which is the second
indication that there is need for improving managerial

communication.

.gE o Communication Improvement Programme

4.2.1. Out of the 100% respondent s 214

have indicated that they do not have managerial Commum icat ion

e

improvement. programsc . Asowe have soen previously the present
level of Commmnication in the Ministry of Finance is poor, thus
the introduction of managerial communication improvement

programme would help Lo raise the present level of commmication,
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4.2.2. Out of those who said they have Communication
fmprovement. Programme in Che Ministry of Finance Uhe role
off Communication improvement programme is Laken by one
individual which is the head of the department. But the
senior individual who should Cake Che role of
Communication improvement programme should not necessarily
be the head of the department., but. a senior individual

who knows precisely the form of communication of the

Ministry.

4.2.3. ldentifying Tmprovement in Commmnication: - The

method of identifying improvement in Communication in Che
Ministry of Finance is not the ideal method which is helpfal

in identifying improvement in Communication.

The method that should be used in order to identify
the improvement in Commmication is Audit ing Communication,
otherwise the other methods that are cmployed in
identifying improvement in Commumication could not serve

Lhe desired purposc.

4.3, Commmication Policy

4.3.1.  As we have seen in the provions chapter, 8 out. of

13 which ix 622 of the rospondent s have answeroed Chat

they have commmnication policy. The policy of Communication
in the Ministry of Finance lacks the specific points that
should be considored in developing the commmication policy

in an organization. 1t thus bocomes clear that any policy



ALL 1007 ot the respondents have answered that it is
cost beneficial and desirable o work al. overcoming or «
minimizing the particular problems contronted in

achieving the acceptable levels ot Communication.

4:3.0x The majority of’ hcads of departments in Che
Ministry of Finance suggested that it their Ministry were

Lo adopt the improvement o managerial Communication its
usefulness lies in Improving Communication and understanding,
which shows to us there is need for improving managerial

Communication in the Ministry.



CHAPTERHIVE

SUMMARY , CONCLUSION  AND RECOMMENDATLON

5.1. SUMMARY OF 'THE STUDY AND 1'1'S RESULTS

Communication is the process whereby information
is transferred and received. ‘This is accomplished in a
Communication process in which Che source cncodes a
thought into a message which is transmitted through a
channel to a receiver who decodes the message.

'l‘hr'oug‘huut, this process Chere are numerous barriers for
Communication break-down, thus the source should obtain
feed-back Lo check Lhe accuracy ol Lhe message.

It is one of the most important L.ools upon which all
other managerial activities will be determined by the
effectiveness of Commmication. Through Commmication,
we are able Lo share knowledge, combine efforts, and
form organizations, and this had led to our present
system of organized life style.  However, effective
Communication is not a natural human function but skill that
has to be learned.

There i hardly an aspect of organizations that does
not. involve Commmication. Although many of the working
bours in organizalions are spent in Communication,
organizations typically devote very little Lime Lo the

dovelopment. of Commmnication skills.

In order Lo be able to improve the effectiveness
and efficiency of sanagerial Commnication in an

organizat ion one has to audit, introduce commmnicat ion



improvement programme, and set a clear communication
policy.

This study has found out that the present level of
managerial Communication in the Ministry of Finance
is poor. 'This being the case, there is even not set out
programme for improving Communication.

This study has further found out that presently in

the Ministry of Finance there is no clear policy in
Communication. As is Che case in most organizations

this is also taken for granted in this Ministry.



5.2, CONCLUSION AND RECOMMENDAT'TON

As has been demonstrated above the poor present
level of managerial Communication in the Ministry of
Finance should be improved. In order to improve this
level of Communication, it is hereby recommended that a
new approach Co managerial Commumicat ion should e
introduced.

First, Auditing Communication should be introduced so
that the weaknesses and strengths of Che present level of
Communication will be identified.

Second, Communication Improvement Programme should be
Launched in order Co improve (e present. level of
Communication.

Third, clear stated policy in Communication should
be developed. Such a policy will be useful in making it
easy Lo communicate at the level of organizat ion-wide
policies. A policy system should reflect, agreed-upon
principles and be consistent with implementating procedures.
Single policy of Commmication is not enough. There must
be a comprehsnsive system of policies - one which outlines
a consistent. managerial philosophy, Consistency of decisions
throughout the management hierarchy requires that all
policies reinforce the same goneral principles. Moreover,
in an organization, policies necd to be implemented by
procedures and rules which are compatible with those Same

general ideas.
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§a3s CLIMPEAPRTION SO THE STUDY

This study has Caken into account the opinions
of' the heads of’ departments of the Ministry of
Finance, Nairobi, Kenya. Communication analysis from
the point of’ view of employees in the Ministry of
Finance, Nairobi, Kenya, has not been undertaken.

I feel the study would have been more conclusive
if’ this latter side has been considered.  However,
because of time limitations, | was not able to include

it inmy study.
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This research project. secks Lo invesbkigate views on
-
managerial Communication, in the Ministry off Finance,
Nairobi, Kenya.
I will, therefore, be pleased if you would please
J

answer the following questions on this topic. The

information you provide will be kept in strict confidence.

L How do you rate your present level of Communication?

(tick where appropriate)

Excel lent Good  ~ Adequate Poor
Bis State the method of assessing communication efficiency

in your department in the Ministry of Finance

3 Do you have Commmication lmprovement Programme in
your department.? (Lick where appropriate)

Yos No

4. I your auswer Lo guest ion 3 above is "Yos" state the

molhod you ol low in Commumicat fon improvement  progeanmme
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I8 yolr - answer bo euacst fons 3 above "1 UNOM sl G

reason for not. having Commmication Tmprovement Programme

Who takes the role of Commmication Improvement Programme

in your department?

State the critical clements you consider in determing the
number of individuals o Che Commumnication lmprovement

group in your department.

What is the purpose of Communication Improvement Programme

in your department ”

Which type of Commmication improvement programme do you
follow? (Lick whore appropriate)

a)  The Compulsory Management Programme?

b) The Voluntary Managosent Programe?

State the reason tor choosing the Lype of Communication

improvement progroamme ©

»
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11, What method do you follow in identifying if there . is

need tor improvement in Communication in your Ministry?

12. Do you have policy for Communication in your Ministry?
(tick where appropriate)

Yes No

13. I¥ your answer to question number 12 above is 'yes"
what specific points do you consider in developing

your policy?

4. It your answer to question number 12 above is "no"
what is Ches reason for not having policy for

Communication in your Ministry?

15. What is your policy in dealing with contlict in respect

of the contents of the data-base of Commnication?

16. What does the Commmication policy adopted by your

Ministry seck Lo maximize?
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18.

19.

20.

21.

2 e T

About how many hours do you spend in Communication in a
day? hours.
State the particular problems contronted in achieving

the acceptable levels off Communication in  your Ministry?

Is it cost beneficial Lo work at overcoming or minimizing

the particular problems at question number 18 above?

Is it desirable to work at minimizing or overcoming the

particular problems stated at question number 18 above?

It your Ministry were to adopt the Improvement of
managerial Commmication where do you think its
usefulness would lic? (Lick where appropriate)

a) In agrecing individual manager's objectives at the

same Lime as financial budgets are set?

b) In assessment of individual managerial performance?
c¢) In assessing effectiveness of current organization

structure?

d) In helping to implemont changes in organizat ional

stracture?

) In team bullding act ivities?

) Bbher, spocity?
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