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The purpo.-.;c of (,ll i ,-.; .-.; L~tdy wa.-.; Co find out it' Lh<'rc was 

need for improving manager.ia l cornmw1.ication in the Ministry 

of Finance, Nairobi , Ker tya. 1\ I I LhirLeen heads of 

departments were .inLerv.iewed. 

The conclusion reached after analysing the data was 

Lhat there was a greaL need for improving managerial 

communicaLion in Lhe Mini_sLry of Finance. In order to 

improve Lhe present (X>or I <•ve l of manag rial 

comnuni ation j n Lhc• Mini sl •·y or J· inan<'e Lhr e st ps w r 

·<·onlJ'll(.•ndvd. 

The fi s s! l'j) wa ... l o i nLrudw·< aud · ing wh kh \" >ld d 

h ·lpful in id<·n il'ying \<o<·a!JH .:-.sl's h~ of l h · 

pt<!St!IIL l<'VI'I of < llliUIIIIllit'.d i1111. 

'Jh • s '('Olld s( <'P \ o1s I o .tdupl < 011~1\Wlll" 1 II\ 

irnprov n ,n rwogJ dllll • :-.o I 1&.&1 I h . pl ( MIll 1 ) I \ l I' 

ag ri · 1 < OIIIILW d < 'dl ion < uul d OJ{ll I d, 

It· third !t•p ,, lo )1\ 

pol j c hie h , t I 

". 11' 



The fourth chapLer ha::; analysed the data of lhe 

findings of lhe primary data. 

The last chapler has presented the summary of. the 

sludy, ils resull::;, conclusion and recommendalion. 

: 
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<'II \1''11 ·: 1{ lJNI ·: 

IN'IIWIH I('' II()N 

I. I. NI ~ I ·: D l .' tJI{ '1'111-: :-;' I'l l!)\ 

moralt· among lhe pvJ',-.;ollJl<'i ol" ;u1 <>J·g;ul.i.~aLion. IL j:-; lhere1'ure 

of' primary Llllpor( illll ' ( ' ( 1\,d 1'\I'I',Y t'illploy<'V lUld<TS( ancls 1\i .-.; / ill'r 

duLic.-.; and lhc maJilt<·r 111 \vlli('h ll11· clul i<·s arc Lobe an·omplj..,;hcd. 

lllrlii<•J', it L.-.. imporl.ttll th.d IH· llllr!t·r·-..tattds \,II IH· 1-.. doi11g 

"iOill<'l IIi ng ,wd how W<' I I IH· t.-.. d11 i llf.!, i l olllcJ·wi s< IIi s tllol i \ al ion 

Ill.! d<•c I iII<' wi Lit llw r·t• .-.; 111 l I h;ll gJ'l<'\ ,uu t':-., a<"<" i d<'tll :-., h;hlt•, 

dttcl ol IH·r Ol'f.!,a ll i ~aLi <>lla I I>J'ob kms an• I i 1 < I) l o .11 i :sv. 

'lilt• ::-. 11< < t·:-.:-.1'111 ti(WI'.tl i<lll ol' .t l>u-..itll'-..-.. i:-. dq t'tldl'lll llnl 

< 111 I ittdi\i(ht,d IIMilli><•J 

IIJ>lll l I Itt • <'11-IJJ><'l ,!1 j 1111 .11HI I t',Ulll 111 k t lt,d t• i -..t-.. .Ull<lll" l ht 'lll. llllb 

liH• I olt ol' ( OlnJUIIti< ,II i<lll Ill I Ill d1•\l•luJ 1111'11( dtld l'tllll ( i<lltLIIg nl' 

tlu "I< l(J :-.lPwluJt' dt•-.t•J <'-. •·IJ••I'ul Jtl.ullun h ll.tii.I''•IIKIIl \t 

.d I It· t•l 1 11 I lu • '" • .u 1 " at 1 • 11 ,, •- •II" 111 I I 

I ... I I il I I Ill I II I ..... II II ·""' 

,, 1111 111 •lltl\ 

II 



') 

organi1.aLionaL fwKLiuning l'or organizaLion of all Lypcs. The 

t•l'f't·d i VI' IH '.'-'·'-' wi ( l1 wl1 i , .1, ;1 pt'l'. 1>11 1vi I I lw alii<· l.c. ()('l"l 'c. t'lll 111 

conuncrcial, wiJJ depend in larg<· lll(~ a .-.; urc u[Jon Lhe abilily Lo 

coffilnwl.iC'alc el'i:'e<'Li v<·l y. 

'J hrough Conllntu 1 i <'ill 1011 i L is po...;s i hIp L o shar ' know! edge, 

cornbiiK' e1'1'orls, and form or·gani· .... al i.uns. t'ununtulL('aLion is a basic 

r,l('(()J' in or•gani·t •• d i<>ll ...... 

. ., 
ht>J·I,in• IHHU's to IIHIUI11111i<.tlitlg. 1 '~ 

IH>UJ '~ i11 or•gard t..tl iwt..... .u <' :--.1)( ril 111 < <HIYIIlUiic.1l io11 u1 •,u1i ,tl io11 

L pi< .d I d<·\ ol 1• I'J' 

C I>IIUtHud 1 at i "" ! iII~. 

01'gdtli ,,.,,! 1011 1 l'Cfllir P in!,., ,Itt il ll 111 I llllllllll i I .It i <Ill I (II 

I' j ( I II( 1 • • II« 1\u t• i I lo • i d II .a I •t I llll 11'1 t .Ill I i 11' 1 Ill' 

tcnmnic Oil iII 11 pr I t u ll i l I 

I « I p1· a1 

I II I II d I ( 11 I I 



'l'hc imporL;uw<· ol' 1.111' .-.. l11dy 1 .-.; as f()llows:-

I. ComllWlicaLjun is .-..o iHIJl<ll'l;ull, LhaL il lllLL->L be planned, 

conLrolled, and supporl .< ·d w i l IIi 11 and beLwct'll members of working 

group.-.; in ways LhaL mak< · .-..<'II.-..<· (.o l ho,-.;c i nd i v i.dua l mcmLK·rs. 

II. This sLudy wjll help managers in Lhe Mi.nistry of: 

Finance Lo W1dersLand way~ or improving 

Conllllunication. 

managerial 

U 1. Il may also help olher inl:.cresl ·d publi' or privale 

organizalions lo lcm~JI from t lw c•xperien<·' of nJanag(•riaL 

CommwtiC'aL ion of Llw Mi nisLry or Finan(' . 

IV. 'lh's sLudy will plovidc! inll·llt-c ·C u · ls w'th 11 fool im 

thoughL 11 lo ...lPIW'< ' ial<· .u1d/w· <' J ill< ' ll.<' tmp•o ing m,u\.t•vt i,d 

'ommuniea ion in Llu· MiuislJ·y of I inww< ;u1d incilt• 

lh<•ir minds to <'olll<' 11p willt inllo\.tl ht• id<•,ts ol' nt.ulg<'l'i.d 

C onunun i c at, i on . 

\' UIIUIIWJi ('i]( j ()JI < ,u l cd Sll :-> I l I~ IIIU \ l 

poi !I (Jf r •f'prf'l ( (' f()r ltl l h 'I I t'st' U h II\ t ht , ll, 

ll J p1 01 • ' l .... 'Jill l ( ( l " ll l TJ l .lt I l I 

) f if 0 Ill Ill U \ I < .I I < ll l • 

I .. 

II 
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d. 'l'u suggt:sl gHid<'s l"o1· pul i<·y CouuuLulicaLiun lu ensure 

lhaL manager.-> oi>L<~ i 11 Llu · lwne( i ~:-; .-:;uch a ::>yslem off rs. 

The study is I imlL<·d Lo lll<Uiag<·rial ConmwticaLiun in Lhc 

Ministry of Finance. 'l'hi.'"> sLudy Lrie.'"> lo show vmy and how 

Comrnunicalion shouJ d be audiU~d and Lhen pla1u1ed and conlrolled in 

::>uch a way LhaL iL can lx· both cff i (' i <·nL and cff •eli vc. 

l. 3 · METILOD OF STUDY J\ND /\N/\1 .\'S I S 

The melhud of.' .->L11dy l h;tL has bt•cn u::;ed in Lhis 

r •:-:.0arch is Lhal LIH· r<·lt·valll I iL<·ral w~e has be 11 revi wed 

and p1imwy daLa ll.ts 1><'<'11 <oll<·<l<·d using an adminis"L•rtd 

qu<•sLionnai r •. 

'Hw r •spond< nls a1 < • a I I l Itt lll i l'l t'< ·n ht .1ds >I ' d ·pal'l IlK nl s of' 

the Ministry of l' inall<'<' in , airubi K•n a. 

'lh meLhod of anal ·sis lhal i. u .. ..., d 111 Lhis sud is 

th · I •rc ·nLagP which t-; .t 1'onn rt' <Ul , ~ I',tg •11 • 



Cll/\1''1'1 ·: 1< 'I'WO 

LJ 'I'ERi\' I'URE REV 1 EW 

This chapL<•r has r<·vi<·w<·d UH• rtdevanL books, .iournaLs, 

and maga1-ines on managerial n.Htunwlicalion in an organi1-ation. 

The chapter i.s divided inlo eighl parl.s. The fir.sl seclion is 

on communicalion process which includes steps in Commw1icalion, 

av nue.s Lo undersLanding;, mod<· Is or organi~aLional conununication, 

informaCion Lheory, iltL<·rp<'I"sonal <·onmttmi_calion, and inLra-

p ·r.sona l C'OlTilllWl i ('aLi on. 

'lhe s<·<·ond :-.<·<·l,ion lla:-. I'<'Vi<'I"<'U ('onuntulicaLion and 

oq~<.uti~al..ional :-.l.J·t~< LuJ·c. llti:-. :-.<·<"lion ha:-. <011:-.id<· t•d both thP 

formal and h · in forma I <·on•m u 1 i <"al ion i 11 an 01 gan.i ~ · t. ion. 

'[h .. third :-.<·<·l,ion llo1:-. di:-.< ' ll-,~< d lh<• 11 ·di.t of 

conununica ion, whi<'h "''~" <'I"""' i l'it·d lllldt·t· l",t< t•-lo-f'a< L 

and wri L<.n <'onumu1i< .tl i<ut. 

OllUIIIUI it•.tl i 011 

'I he l '() lU Lh ,...,< '< I ion I 1.1 d< •,d I ith tl11 1 •ltnli.d h.u ·t it•t•t-. to 

( u!TIInur i < tt ion, 1 hi< ll < < u~i () 'II nt. ' l t lll 

per 

1 1\ 



volw1Lary managent'JtL progr;uuntc ·, attd platut.ing .thc proce~~ of: a 

conununication L mprovt 'Ill< ·• tt pre >g1'anun<'. 

The sevenLh sed. i ott Ita.-; d i S<'LL.':i~cd un ConunLmi caLion 

policy, which <'uJtsi .sL:-. or 1-vlto ~vi II have re.spon.sLL>ility for 

speci(ying the appropr i a( I' con( c·nLs within the data-ba~e? Who 

will have the pernu s.s ion Lo anaJ yse the content~ o( the data-base? 

Who will have re~ponsibil i.Ly Lu deal with con(lict in respect of: 

Lh onLenLs of' Lhe dala-ba . ..,c?, and who will provide planning 

advic ? 

I· ina l I y, ( ll<' I a:,L ">t'd ion has ana I Sl'd ( h ' se ·ondary 

dat · with a co•wlusiv · J'<·m, u I. 

2. l. 

'lh<· ColiMlllUii<":t( ion P' )( (':-.S 1:-i (". or Lhl IWimm • l nols 

of rnanagc •JIK 'Ill . \'it luutt lIt~· l J'.tt~Smi:-.siun or inl\wmal iw1 

i l 

u t < r. J 

' c 

,11\d II II .til• \ c uld :-.IIlii\ 

• t .tl I 

l t llUI Ill i l dl Ltlll 

ll ,, 

Ill t I 
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2 .1. J • S'I'EPS IN CUMMUN I Ci\'1' I ON:- An ana I ys.is of Chc Conunw\lcaC i.on 

.o..;l c·p is i d<·aL ion J,y llw .-wndcr. 

of his n~essage auc.l is dclcrmined by his abililie.:::; and his 

ob.it•c·Livt•.-.; in ( ht· sit 11;d ion. 

In Lhe n<·xL st.vp (t·•wuding) Ute .-;endt·r org.:_uti ·t-es his 

ideas inLo a S('r'l<'S or syllll>ol:-; dt•.-;igllcc.l Lo ('()IIUIIWILCaLc Lo 

hi .-.; iiiL<'ndt•d f't•t ·<·ivt'l'(s). 'I'll<' R<'lldt•t• st•l<•('l.S .'->ttilablc WtJI'US OJ' 

phr<.L'->C'S that. ('<IJI bt• lllldt·t· ...... t ood by Lhe 1~< c-civ •r and he also 

s ·I <:Ls Lhc appropr· i ,11 <' n~t·diL.Un Lo b u .. -;ed su ·h a::> a 

nl<•nl<Jrandwn <W a ('onrt'J'<'tll'<'. 

' lltl' Lhitd :--lt•p j,..., lt'.IJI~tlli:--~ion of t.hl' tttt ..... sagt• a . t'l\('(><h·d 

Lhrough .-,1' 1 ·<·led <'ll:uuwl.,..., in ht• m·g;uli:l,alion,d slJlWllll't 

Jhc fourLit slt•p i .-.. hit'!'<' lh• l''<'t'i\ 'I' 'Jil•rs h 

pro<"<!~,.,. lht • l ' t't< •i <I' ltut•s lu J't t•i\t' hi,., nK•ssagt•. \t ' it l,-.; 01' 

he mu~t. t a good I .is \ J U: I • If . l t 't l l I d l ~ 1\Ul 

fuiJcl ion, Itt)\ t. I' I t lu llll',.,~· ... l 'l I u-..l . lilt' il"lh :-.l \ p ls 

d <udi11•, as f ut• (. Ull p} II d j IIlli idt. ln l his 

dt dit \ J \ . d t 11, l ht ' 

I I 1 



a conunon poi 111. of vi< ·w f()J' 1u1d< ·1 ·sl ;111d i ng i 111prov< ·s U w qual i l.y of 

C . . 3 ommun1cat1on. 

On a Cypical work.i.ug day Che proce::->s described above 

occw~s many times. The proc ·t•s .o..; i.s fowl.d i.n person-to-person 

communi a Lion, per::->on-Lo-group corrununication, group-to-group 

communication, and orgar1i -z.aLion-Lo-organi-z.aLion communication. 

A tally or all Lh • aLLempl.-.; l.o c·on11nw1icat e during a single 

worl ing day would b • almosL LrH ·omJ>reht' n . ...;iuL i.n si-z.P i.f htunanly 

po:--.:--. iblt• Lo nrak< ~ . Su<"ll <~ L<LII 1-vottld itt<·lttd • t'V<'J'Y 01 dt•J gi <'n 

for·t.h bcLw<:<·n individual:--. liwlht•J' W1 illvn oJ spolt•n, as 1\·ll a .-.; 

simp I ' g •sl.w· •s <:oiiV<! i ng :-.<IIIII' l .)'(><.' ol' 11 ':s~<Lg • UI' lUld '1'.-..L Ulding. 

2. l. 2. II w1 < • dl' • nul onl n~.:u 1 i ll'IIL'=' 

lo I , <<JtriTIWli<alcd i11 llu· pit ctl btL--. in • s d,t · but a I so 

rna he t nv11tu\i. .ll< d. l.u1 •uagt 

I it 1-i ( t t 1 l< :s ( t Ill j lid 1\ Itt 'II 

( llt I il k~ , houl 1 • 11 II 

() tl 

ll .II 



conllnWlicaLi.ng wi Lh Lite oLil<:t· pal'l ,y. :::lpee('h also i.nvolvc."> 

less work Lhan wriLL<·tl <·onutnuli<:aLion, l>uL Lhe fact LhaL one 

should atLempL Lo organi~c whal. he i.s going Lo say and gi.v 

some LhoughL Lo how he is going Lo say i L should nol be 

over I ookcd. 'l'h<· w i .">< • .sp< ·ak< ·t' w i I I a l.so <:ollV<'Y Lu his 

li.sleners Lhal he is will j ng Lo li.sLen Lo Lhem. 

The drawbacks of ora I conunwticaLion are Lhal i.L does not 

always save Lime as any tnat1ag~·r knows who has attended meetings 

in which no resul Ls ~vt•rv adli vv<·d. Comm..ille •s m<:.~y also be 

cost 1 y j n lerm .... of (. i Ill<· and 111ot H 'Y. 

b) Wt' i Ling:- OtH • <>~' I It<' i tllpot l anL Lou! .-.; Lhal a m.ungpr 

ntu.'->L posse.'->.'-> is ant·l'l'<·t·li,·t· :-.kill of' pulLing idta:--. into 

words. WhaL Uw I 'OIIUIIWli l':tl OJ' 1 s doing hrou •h hl l'i.l.l 'II 

word j,s g • ing a<"ros'"> l IH111f:!,hl s aud makin' sttr • l h1• r '<"ipi 'til 

w1dc>rslands h• m<•ssagP ;u1d .l<<<·pls lh inl nt. 11 tlw llll'ssa•t•. 

'lh!' gt• •aL di ff'ct '<:nc c· lx •t '' t'll 111 .JI c 1 llllllUiit at itm .u1d l hv 

wri 1,( c•JI c ontllUJii<'al lc n i t hal t hl 1 t' · nu oppm ltulit 

j I 'k li. ( t 1 llll t t) l nul 

ic.t<r <r l, h .11 1 1 1.111. l iutl 

l I I) 

II 

I au 
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(' ) l . i.sLctdttg:- 'l'l11· t11osL ttt•gle('Lcd avenue of 

COil'UTIWlicaLion is lisl.(;Jiltlg. Mo-.;L or -u,-; feel LltaL we are guud 

li:-:;Lcners, buL Lh i.s u,-.;ua I I y Ill< ·a11s LilaC we can remain pa ·si ve. 

and .silenL while Lhe uLher fcl Luw Lalks. Li.sLcning, however, is 

noL a passive proC'< ~ss; i L r<'qu i r<>s acLiun. 

Literally, Loo many of us sit back and li.sLen. This 

alLiLudc may work wt•ll for unhi(' l>ul oil<' ll<'( •ds l u Lak' parL in 

<'OllllllWljcal..Loll. A g<><Jd I i .~l t•tn•r 1s tllilld i.~ .tlrrl. llis i'a< '<' and 

po!->Ltu··c tl.o..;tt<li ly rd'l<'('l I lti ...... f';wL. lhtv may fLU~lht·r~ shm" his 

jIll <!l''t•s(, by qtH'sl j <HIS ,llld < tllllllk'll( .~ h•il i dt ('II< <ll!l'<tg<' lll<' .•·q:xoakt•J' 

lq <'XJ>l'< ;~s his id<·as full 

i~ only Lilrouglt I hi .-, l, J>C' of I i~l t•ning l hal. tuld<·r~Luldillg, 

Lht> pttrpo:-.e or alL C"()IJUillllli< .tl illll Ill.!\ lx· dl'hil'\ d. Lnl\wltulalvl)' 

h<J\'o<' <'1', IIKJ::.L fX'IIplt • .. ,.,. ""' good I islt•flt'l s. 011<' lt·~l w .. ing a 

f'airl simpl<' ::.p<Jkt•tt IIII'~S.l"<' l.tsl illg IIIII .. r,.\ lllilllllt·~ .uld 

c·mt,irdtgonl • l OJII<tiol (Xtinlsplt 

Ito \ · < t 1 1 , d • ihl' ll'l•l"I'(OttJd 

nl. 

II 

l dtl ittdl ftll l>tt-..11\l'S lllt'll . 

( Ill t h · , d ol 

I ( ll I I I i 

II \1 lt 1\. 

II 
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dl. Non-v<'rhal Sp<·ak i ng , WJ~ ·i Ling, and LisLening are 

rccogni ~ud as Lhe < ·ununot 1 ways in wll i ch cununw1ic a Lion 

Lakes place . Equal l y i tuporl.anl., lluwvver, j s acLion or 

inacLiun. '!'haL is, < ·tttp I oy< ·< •.-..; al'< ~ pr i111ar i I y in( luenced 

noL by 1vhat manag<'IIK'ttl ,-.;ays l>ttl l>y 1vhaL il dues . ln facL 

every behaviour of a sttp<•J·ior Ita.--. some influences on Lhe 

~->uburdinaLes who ob.--.< ·rvv i l . The i nl.t •rpreLaL ion LhaL is 

given lo liH• bultaviottr wi II \;U'y ~t< · < · urdjng to til<.• 

i ml i v i dua I vi <'wt'l':-.. N<'\l'J'llu·kss, Lh<'l'<' wi II bt' ttK'dning 

alta< hvd t.o whal<'V<'J ad ion ,, :-. UJX•r iol Lakes, t~V<'tl if it. l>t• 

nothing ttlot'<' t.ltan a smi 1<·, <· lo:-.i ng IIi .-; ol'f'i< <' clotH', 01 

p.ll l i IIIJ, an vntpl oy<'<' on llw l>.t< 1,. Si 111i I .U' I y, liH· tlJ>< ' t' i01 

'' :-,jgn:-. IIK '<.ming lo llw IIIJII - \< ' l'l>.d lx •lt,l\iotu· ol' lti..., 

~ui}(JJ'd i nal <·:-.. hi I< 'II I H . p< ' I I I ' j \ ( ..... ( II< Ill I ()) I iII I d i I i g< 'II t 

d.ty-dr·< ami ng, o1• 1 <t-.;l i 11 • l i 1111 • i 11 Ltlk i 1\" '' i L II ol h 1 

l'rn1lo <·<' h<· i:-. illl< •t pt ·c· l i ng Ill ·i 1 I •ht intll. 



\~ 
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A HOD I·: \. l}\ · l l\{CAN I '/.A' I' I UNA I COHHUN I CAT I ON 
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I) Original sow·<·<·s:- M<'IIH><I.--; ;utd L<·dlltiqu<·s fm~ obLai.ning 

inl'oJ'IItal io11 ,.l'!HII ur·igiwtl .--.olll'< '<' .'-' inr~ Lucle thP 

tollowing:-

i) ObservaLi.on:- 'I'll<· ol>.--;<•rvaLion <:<.Ul be ob.iecL.ively planned, 

i i ) 

as i.n LIH· <"as<· or a JH ·rso11 who Ls making a rea I esLaLe 

appraisaL on Uw has i ,--; or a standardized torm. IL can also 

b " sub.iecUvely plalln<'d, a.'-> Lhrough lh• u._'->c ot Lhe 

Lraincd ey<', and <"an in<"lud<' <'Xpcricnce, as jn llle case ot 

.t p<•rson who Is -.,c·nL lo c•sLimalc• a roof 01 painl.ing .iob 

or somv "iU<" h ol ht · r· l ask . lls nm.iot· .tdv.ullagt• is lhal iL I •ads 

Loa rli<Jr<• ob.i<·<·LivP pi<lun· of' o\<'Jl l>c•h;niuur·. 'IIH 

d isadv an .tg<! is t.lwl L.h i-.; md hod d •:-. noL y i <·I d 

infor•ntaLion on 1'<1\<'J'l l> ·ha,iour . 

has I o 11 <' J <'I i .till<' J ,. ''•~~'' ll i 11...,11 IIIIM'IIl :-. sill ll .ts l •II><' 

l ( ( ' CJl'd< 1'::-. <llld < ,UJI<'I ' .IS (II g tl h<'l l ht• l nt'ut IJ,ll j Oll, 

I h i n~t ·l h xi t o11 I s llf .t:,-,1 Ill I 

( mpl'! I)( 'I t 1>< oplt l ( ic l h, . 
!II I Jll.tl i OJ\ • 

II UJ (' p 

p.tt t t ll I I <)I l ( l t I \ 

d Ill II II I "' 

I til 1\ I I 

d ll 

lilt' 
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iii) 1.('[, ( <'r L<Tllll i qu<': - 'l'IH' 11.'-i<' of Lite I eLLt>r Led uti C[ltt' 

is a phase' of Lhc• inl<·rvi<·w t.c•dmiquc for obtaining 

informaCion. The advanLage i:::; Lhal il may be Lhe 

b' ·c way Lo reach persons who might., be biased by 

inLerviewers, 1\'hi.le the disadvanlage i.s thal Lhe 

r( lurn raL<j i .-.; tt--;ua I I y I ow. 

iv) 'l'c l phone i nLc~rv i < ·w:- 'l'lli.-., mt'lhod involves tele-

phoning LlH· c•xpPl'l uP t lw onv bt' lie ed Lo have t h ' 

answt•r and ask qtl<''->l i o1h m t'J lll • phom'. This method 

i.-., widc·ly tt'-i<'d I> lm--;iiH'hs .tlld i11d11slt ial fitms who 

ru·vd i nfoJ•ntaL i o11 V<'J'.V q•li d, I.\. 

m·Litod is LltaL it 1. liH· Ill's! 11~·ll1od fo1' •<~lll<'rillp, 

i nfor·mal ion q11 i <1, I · . 

1 opl c• wi (It ( c•l c·pltoJu• < .111 lx• i Ill <'l' tl'\ <'d. 

~) .uc• :-;<HU<<·~ tl inf<lllll.tl i1111 \hich 

t i ::-. t 11 art w < s,., i I> I • f'orm u td n 'I < 

I < 1\( II 1\ 

ir l t l Ill • II 

I ' 

uld 

, I • k• 1 t 



l) 

IJ. 'l'l'<tiiSllli (.( t ' l': - 'l'lw L1·;ulsJni LL<·r <'JWod<·s Llw dal.a i_nlo a 

message and .-;< ·nd.-.; i (. o11 Lo LIH • rc('( • j ver. The rna. i OJ 1'orm of 

encocling is symlJob wlli('ll ('dll l>c dcl'ined as any syslcmalic pallern 

of signs, I anguagcs, 01 · .-.; i gna I .-.; . The raw daLa from lhe source 

are encoded in lo a mcw' Lllgi · u_l I w lb>uage. For cxarnp le, the 

accow1ling, sLaLisLjcs, and C'omputer dala arc translated inlo a 

mcssag This n~e.'>sage is Uwn LransrniLt.ed by means of sow1d 

waves, •lccLri('al impulst·.-;, li.ghL \'Javes, or pi '<'L'S or paper. 

c. Nois<·:- Noio..;<· is any inlt'rf<•t •nc lhal lak•s plac 

b<•lw< t-11 Lra11sm.i ssion and J'<'< <'pl io11. It <'all lx· Plt"dri('al sl.alic, 

S('ltlall( ic, !)l'OI>Il'llls with liH• lanagU<I/.!,1' OJ dvl ilx•tal<• distortion ol' 

LIH; rr •ssag< • . ny < onuuun ic·a( ion JH'obl ·m Lllal ·~uu1oL lw 1\d I 

d. 1s llu· p.ll't 1 < < t•i' in 1 ( l11• 111 •ss,l"l' ,..,! nl 

IJ <lll()llll•J p .. U'l 111(11'1' lit i ,._, I t•p or l h • lllodt•l l ht• 1 UIIUllllllll',ll LOll 

na s.t 1 ho~s not t ~.1kl'll pI. 1 1 

llldd' o111d lllldt•J':->( .&lid II ' IIIII 

I < IIIJ> I 1 1111 lll II 1l I 11. 

I h 1 i :-. 

l.11 • l!.olll 

II I Ill J 

I. 

1 'I 1 · ., d i n 1 or t ht• 

II i Ill l"l pit ( ,\( i <11\ 11\ll ( [)( 

11 I lit ,ll 111111\ Ill • ..,.( .tl ( i I .II 

ph ol tl )I 



Feedback:- ls Lhc parL ol' Lhe receiver 1 s 1 c.spon.se 

LhaL Lhe receiver <'<>IIUIIIIlli<·<ll<'.s l>;wk Lo (.IH· sc11dt•r. In ordt·J l.o 

(·IJ<•C'k l.hc· c•f'l'c•c·l ivc•JH·.s.s cd' ( 'onllllllllic·;d . ioll, 1\•c•dl>aC'k i .s c•.ss<'lll.ial 

One c·an nt'Vl'r lx· stu·c· wlwLIH•J· cw nul . a llll'.ssagv ha.s l>ccn 

effecLively encoded, Lran.smii.Lc·d, <kcodt'd, and w1dcrsLood w1Lcss 

iL is confirmed by fecdba<"k. Slml larly, feedback indicaLes 

wheLhcr individual or organi~~aLiona L change has taken place as a 

r •su L L of c ·otrunun i ('aLi on. 

l.l .Lj. I·OI{M;\'I ' ION '1'111'.<!1\\ 

(o llu• s( 11dy ol' \ 'CIIIUIIllllic ·a( io11. i '" o I \ < ·d Iii i l It l Ia • 

pt·obabilily t.IH•oJ'Y or ma(IH•JIJ.lllc~, j( i:-. (011('('11\('d pl'illl;.uil , I ilh 

lh· LJ'(UISIIUSSioll <.1:-.pcds or dw ('OIIUIIIUli<·a( ion !)lO(('SS. :--;pv<'if'i('a11 

Ill lc'tllb of 

boll llu·it· f\ul< ( ional I olc•.., cllld lhc•it ('( llll·ilmt iun lo lhc 

,1( hi(' f'IIX Ill or a gi \ ( I I I(' l' I or I 'l l'ol m.u ( 

< h· J a< 1 ri l i< s oi' i nl'c J"'ll<&l Jon II<· J 

II () j II I II) I tl I 1111 Llc u 

I cl iJ 1 .tn • 1 r I I l l " 
I<J 1 I il 

n If • 

. ( ll 

lr 

,u,• ll< disting\li hing 

l 1 ' 11 I n 

111 llh II Ill lUll 

I. 
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Shannon 1 ·~ . Claud<· <utd W<·av<'J' WatTcn wrul.c aboul 

inl"ormalion Lllcory as Cull ow:-. "Itt l';wl., Lwo lll<.:ssugcs, on' or 

whl('h is hcuvi ly loadvd wil.l1 tll<'all.ing ;wd Lhc oCher of.' whl('h i~-:> 

pure nonsen~-:>e, can be c xac L I y <·qui v a I enl from Lhe present v iewpolnl, 

as regards informuLion. 'l'o b<· sure, !Ills word informaLj·on .in 

conuuunicallon Lheory reJ ale.<-; nol.. ~-:>o much • l..o what you do say, as l..o 

what., you could say. 

'freedom of' <'hoic<, when one :-.<·lccLs a mcssagB . 11?3 

A gl~cal.. i mpeLLL'-i l.o I hi..., d<'\ <·I opm<'nl Ita.-.; conK.' 1'rom Lhe 

c·ompul<'J' l<•chnology and <wg.uti,,.d i011al s .-.;l<•nts anal '-its. Computers 

and sy:-.l.c•ms go hand in ll ;utd wi Ill ittl'oJ'Iltill io11 LlllOJ .1nd 

<yb<'l'li<!Li<s. '1111' imp .. wl, !hal inl'oJ'IIlal iun lll<'ol' ha~ had 011 lhv 

sludy, analysis and pJ•a<'l i< '<' ot' oi·gani.-t~l ional <'oll¥muJical iun i . <HIM.' 

"haL analyogu :-, lo lh<· lJ'<'IIk'ndou,.., inl'lut>Itev lll<tl qtt.utlil.tll\t' 

I <'c hniqiJ( s ha\< 11,1(1 on mut.tg< 111<'111 d<'< tstoll llt;tl lll'. 

~.I. S. 

i nl w~n.a 1 on l I 11'111 \Ill' illll'l'IX'I' Ulloll olpj J 0.11 h ( 0 I ( 11111\ll\11 ' ,\l i1H\, 

i1 ~'< rm.a i< 11 l h ut· llltll IIJ<tl i II Jitllltd 

<<II W 1 Itt t It< 

IJ I J I l( h II 

I I I l 

II 
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I. isLen.i ng .--;ens i L i vi Ly and nu1 IV< 'J ·ba I < ·onu11un.i <"aLi o11s arc a I so cJ.o.-.:cJ y 

associaLed w.iLh Lhi.-.: appl'O<H·Il. 

The ofLcn posed riddl<· l haL a.-.:ks, "Is there a 11o.isc in Lh 

foresL if a Lree craslt<•s Lo Lhc grow1d buL no one is there Lo h ar 

iL ?'' 9 
demon:::>LraLes sonK' or llw imporLanL aspecLs of inLerpersonal 

comrnw1icaLion. From a cununtuli('aLton perspecLive Lhc ans1-.1er Lo Lhe 

riddle is no. There <J.J'<· sottlld lvavc· .--; buL no smmd because no one 

percci vcs it. 'l'll<'rc mu.--;L l>c · ht >Lil a Sl'JH!cr and a reC"ci ver in order 

for inPrpc~rsona l < ·onm1tu 1 i ('at ion l o Lake· pI aC'c. The sc nd "r is 

obv i OU.'"'> l y imporl anl l o < ·um1nw 1 i ('at ion, l>ul -..o j s Llw nc·gl ~ct d 

1"1'< I' i 1'1 wllo gi vc·-., lc •l'di>.H k l ,, llw . 1'1\dt•J'. ' IIH• i llljX>t'l <tl\1'1' of l"c•edbat'k 

< annoL be· ovc1 c·mphasi <r,c•d l><·c •; tll....,v c·l"l'c•cl i \I' inl < 1 p<.·t·:-.oll ·t l c·onUlllU\kal ion 

.1 s highly dqx·ndc·nL on iL. 

Si gband conu11< ·nl s on 1 l1v i nl <'I p1. •J':-..ona I pt'O< c • ....,.., .tnd l I H' 

01 • l I <~ p.u l. of v1 11 • <JJ mol 1 • 1 x •J'-.,1111:-.. .111d t ht • < uns< i 111 t-> ,u td tu It on c Juu ..... 

P< J ( Ppl i Oil of SIJ< It cl<"l i Oil. 1\·r lt.JJh or • 1 ,. ht• mo:-..1 i mpo1 l .tt\l I .t< l l.ll's 

II hi h II I ~ol k .... r •pdJ .1 ~,; 1l i I tIn· u1 i gi 1\,tllll utd 

I I'( I j \('I Jl (' < IU I • I ' I t I Ill 

( I Ill Ill i ( I j tJII 
10 

ll u l 
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communi caLc. I cl U.' sve u..- ''"'"'""" of Wofford c. Jeri y d . . a I . , 

" l can bcgi n wl Lh a l ack ., r I ,., "l. by rx · rson A for l"'rson U. · i nc 

A do •s noL ~ru::.L B, Lhc <·onllliLU\icaLion of 13 Lo A Lend~ Lo be 

guard •d and/ or decc pl. l ve . A 1 wobah l y res I"" ods by lx-ing 1 eos personal, 

more n ·gaLl v · in his or her r < ·• ·I i ngs r or ll, and I c"" support. i vc of 

mor ' < aul i ou.•·,, and mort· d1 ·< l' pl i < • • 

1\li:--. tl''">llll.:--. in a conLinuing 

1 ·1 <'< 1 < o1d \hal , \.111 

ool I x • ,., ·«· ' < •<I a I , d I . I, i i o • • 'II < ·n I i on I o an l do io • • """ • il" n ' 

l' I )1, 'l l l () P<' l'l ( i \ (. ; l II<. Ill\(. p< '( l ( ·(\ 111<1 

c.~l>o11l lh<' ; i11l<'l p<'l' on.d .11 i.Lblt •.., \,LII I)(•\ I llw dii'I' • J't'll< ' l' 

I •\ w II < fl't>< l i ,. und i lll'l It'\ l i 1 '< numuli< 1l i <Ill. 

I) 

n 
if • < ,1l I\ I ol l \ • \ l l 

\t , II 

I ,\ I i l 
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:-Ju11tc specific ar·ca:-; wltt'l't' IJJ .'t•;.d..:duwn-.; un:UJ: aL uuUt Lh<· 

inLJ'il-p<'rsonal ;utd ittlt·t·pt•t·.o..;<Hiitl lt •v<· l .-.; ill'<': -

a) !\ person may be t u ww;u'<' of It i :-; or her moLl ves:- ThaL 

is Louking forward Lo LIH· suct·<'s.-.;l'td pructu·ctllt'llL uf Llw <·onLracL 

whi h will gain him/ her r<'coglliLjon. The individual is dimly aware 

of oLher individual' .-; ideas, qta•sl ion.-.;, and feeling rcprescnL an 

ob.-.; LaC']<• (o ]tis OWl\ ]X'I':--.()1\,tl g(),tl. 

111 ~'llltil'lt Ctllllllllltlit ·.tl.ioll i>J 't.'itk - d<>lvtl 

originaL<•:-; is 111 lh<• <'tl<'odirtg ()I' llkll i\l·:--.: - '!his <'tH ·oding al s o 

o< <' til 's al. lit<· i ttl r·a p< ·t '"'<lll . tl I< '\ <· I . 

or Sl' ll'-< ollf'id<•tl((• (11'( ' .lllllJJig !Ill· illlt·.t-pt•J':-;l)JI,tl fadots \~lli<h 

l '<•stJain tlu · <'Xpl<!s:-;ion "r <uH· 1 -... lltt<' lilllt :--. and n·<·<l:-... 

<:) 'llu ; Lhij'(J aJ'<·a 111' r1 •om rnl <·t· x·r·,...,< )l'"' 

< •< · l II< · a< l ion:-; of .tnulll< ' 1 'J' .... ()JI i Jl l Itt' 

d) 

111' <'lllol in11:- \I <'II (:X opl1· .11 c• 1111.1 .ll • 1 Ill< i I 

i11tc '1><'1 <II, I ]:X'Il c pi ltoll .uti Ill 11 111111 1 ""·" , uttMillllll< .d 1< 11 1 II I 

h ll 11 ft. l11 • II Ill I t I I • II 111.1 ., I \ I It I 
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J\1'Ler a genera I undPrsLand i ttg o1' how break-clowns 

.ll\ <·orrmtwti('al.i<>ll o<·<·tu·, otH' is itt il po.s iLion t.o ~; Lal.<' .somt' 

general guidcJ i nes Lu avoid su('h twvak-duw11s and Lo LJI(TC'ilS<' 

Lhe cn·e<'Li.\'enes~ ol' i.nLcrpcJ·.sunal <·o11unw1i.caLi.on. These guidelines 

are a.imed al in<T<'asing sell'-;nv<ll'<'tl<'.ss, scl1'-di.s('losw~c, and 

Lh<• ;wc·ura('y of' inLc•rpc•rsot\<tl (><'J'<·<·pl ion. 

a) lncrc>asi ng S<· I f'-1\\v<H'<'tt<'S:-.:- Th<' rna. i or b I oc k Lo 

inc·J'<>asing S<'l1'-awarent•s:-. is thal iL is p.sychologically painf'ul 

illld <' <:J y <Jtl<' is ai'J·;.lid o1' pain. 'llH· J'<·ason Lhal is painf'ul l ics 

basi <·al I y wi Ill oul' ll< '<·d I o Ito I d a po:-. i ( 1' <' s<· It'- im.Jg< . 'I he 

jWo( 1'1 I ic111 ol' . c·l t' - itll.tt~c· kc·< ·p 11 l ' t ·c •lll l 'l '<'llgttl J, ltlg llw 11 11 '11<' 11 
, vii'. 

I>) i\w,ll'I'IH':-.-., ul 

noLi ()11 I o b<· .!Will'<' of' i 11 lit i-. J'«'g,u d 

<'ICI PI· J'<~lal«'d l,<J <>IUol iottdl ~"<•Piing. 

' l .. ,,. 

,\ IH I pi 'ttl 

1 h,tl lln,..,i< al I\•, • I ing i 

I o1 nkut' 1 up l1 ·, i 111 t't',l~ i n•• 

Ill(• • 11 ,. sltHI u1' 

j', .,,, II g._ ... ..t I I l ll h. 
' • u~tl IIM•l 1 I I••Jll ..ta It , 1, ttl , • • 

B.t i c ,tl I c•ll eli 1 lo Ill I' Ill I ' '111111 I ('II I. ll 

I II! l 
l t • I 1l 1 I tlaoc I tl 

'" Ill r I)( I c I' I I I Ill lc h I I I I., lu 1 11 

d ,, 
l II 
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a1'raid LhaL one mighL look si ll y. ;-iv<·ond, LIH' l'Xpn.,-.;sion 

oi' t"celjng caJ-ricd wi Lll il. Llw t"t•;w ol" .-.;<• II." di.s<·uvery. 'l'haL i.'"' 

awareness of one 1 ,.-; 1· ·e.L i1tgs, especiaL I y one 1 .s repressed feelings, 

is I ikt·ly Lo l<·ad o11<' I<> <·oni'J'(>IIL ;111<' 1 .-.; .'-i<·ll''-illlagv. 

d) S"lf-Dis('losure of JnLerpersonaJ MoLives:- Self-awareness 

and inLerper.sonal pcrccpLiun may be· increased Lhrough disclosing 

on' 1 .s inLerpersonal moU ves. One must begin by paying aLLention to 

om' 1s own moLive:->. WhaL is iL Lhal one wanL:->? Verbali2c iL. Tell 

oUwr:-> what one \oJanLs i'1·orn l h<.·m. 'I his P I inunale:-> Lhc gtl('ssing gam 

and esLabl ish<·:-> a basis l'ol' und ·rslanding. 

1 ·) C I i.\1' i f'y j ng l11L1 ' I 'IX 'l'sona I Mol i \'<:.:-.:- Orw may b<.~ 1 u \<. I at 

of" what 0111" OWII lllOL i VI'S ill'l'. I ill k ol" ;n (11' 'II( sS I'Oil<" 'l IIi liP., OlU' OWl} 

!T¥.JL i vaLiona 1 L1 nels I o l.x · a .:-.al"p 1 l'll'<'al 1 I" or L:,.,. 

hw i lll"lt•asi II" jIll l'l'(X"l'SIIJI,ll <'Oill()('ll'II< ' C b) j JI( ' J'(':IS j tlg 

:::. ·11'-a art:n •:ss can 11ow lx! :sl ,d c d 1n ho\ to 1'ul'IIL A <lilt' lx cun11. s 

awru P of' 1' e I ingb "· p1 Pss liH m. !' (;l nt ·,n lo lit<• ll ,, rhl~ 

ml 1' • I i 11 hi< h m i Jll' 

I Ok l IJI\, p II 0 ll d Ill . tdd i t I Ul\ 

<I k 



parLicular co11c I u.s i.ou and Uwn d 1cck ing whcLher m~ noL Lhe 

conclu::>ion is accw~aLt·. 

2 .1.6. lNTRJ\-PER'.:30NAI , COtv\MUN I Ci\'1' I ON 

[nLrapcrsonal (acLors art• Lhe hwnan aLLribuLe:s SLLch a::> 

moLivaLion and emoLion which jnrlucnce all o( u:s. 

CompaLibiliLy o( .-.;uc:h i.nLra-per.sonal variables as motives, 

vaJuc.s, aLLiLudc.s, and i.nLcrt·.sL.s i.s an irniJorLanL (owldaLion for a 

po::-;iUv' i.nLcrpcrsonal rclaLionship. Wi.th.i.n an organ.i.2.aL.i.on, we are 

oft. '11 requi.n d by L(l(' <!xLcrnal .sy ...... t <~m Lo cnLt•r an i_nL<.'rp rsonal 

rc•laLion~-.llip i.n whi<'ll wc• do not find ('OmpaLi.bi.liLy. To accomplish 

a r·<·quit·<·d or ga11i2.al io11al ol>.i<'ct ivc·, \"< ' ma lw fOJ('t>d lo inl<'t'ac 

wi Lh a jX:rson wi Lh \"hom h<' ha\ <' I iLl I v w no <'olllp.lt. i b i 1 i l .s ,\ 

c·on c:q111 fl< e, LIH~ i nt.c•s p< l'~on.tl < onumut i <'ali 011 is st' \ •t•t•l 

hampcrc•d. 

a) 

1 ·m t•s in intt•tl I~->•Hhd 

( Oll'lllli.Ul i (;d OJI t,q d l S • L f -<. 11 i d ll< e . II u mm 

i nt r , - 1 
f, ·I ir1• • nd 

h fllOI ' 1 pt 1 I 1 oil\ 

pl 11 It 

t at I 

I I 
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2. 2. COMMUN lC'i\'1' I ON i\ND TILE ORCi\N l Zi\'1'1 ONi\l. STRUCTURE 

Corrununicalion even bclwcl'n "f:'rjcnds of.len can be difficull 

and al l.i1rtes almosl i mpos.-.; i I> I ( ·. II. may be· ex peeLed, Lhcreforc, lhaL 

where hierarchical relalionsh.ips cx.isl, as .in an organization, . the 

lh corrmW1.ication process will require even more aLlenLion and 

efforL if it is to yield the Jevel of W1dersLanding necessary for 

efficienL operaL.ions. ln sp.iLc of lhe complex.iLy of the process, 

Lh ·r" ar SOil](' fundarnen La 1 ~ which, i f heeded, can mal e .omrnW1i at ion 

mor<· <·ffccLive. Whil· :iL is g1.·n•rally at,rrced t.hat L.IJ•r• is ned for 

arr 01 ganb.alional sLl'u<"Ltu'(', t II<· d<·vt·lopnK'J\L of l!H· sLJucLure mu.o.;;L 

II<!<' ·~sm · i I y lw ba .... < ·d 011 :-.ortK · < ',bid< ·r ·at. i ou of Uw < ·onumuli <' aL i.on 

I Jl Stlllll.' I JlS <ll\( ' ·.-.; i L 1:-; 

P<J si bll.! t ,, <orr< ct l ht ; p1 ,,)>)<Ill-> bul in olh •r silu,tl ion::. 

<<JIIIIl\llli<al iou is hlod d .lrlrl ll'.t p)o,; l> otll•r n~~:•ans ~tuh ,t:-. lh1·m >h 

i11for'fnal < lt,uuJPL:s. IH<·.unililg l11 <olllltmic.ttil111ptn<l s itl 

I' ·l.tt..ior ,, Lh I I ll t lU i ~ t llu lo 

IJ 1 or r d ,u I 1111 Uti< .Al ·,ll. 

- .2.1. 

() 

1 
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Barnard Chesl<..!J', said, Llw l'i1·sL <·xe<·uLive Cuncli.on is lo 

d 1 d 
. . ' . . 12 

eve op an n~a.tnla.ttl a .-oyslv111 o I cunu1u u u cal.tun. 'l'haL syslen1 

wilL cxisl Lo promolc the goals of Lhe org<.1nization, lo sell, to 

reduce cusls and lo make a pro(.iL. The dependency of many 

complex firms on cfCecLivc co-ordinalion as the firsl executive 

(unclion. 

'lhe primary ob.ieclive oC organi:t.alional conuuunicalion, Chen 

.ts lo achi ·ve aclion. CuriousLy and frusLralingty lh" plmmed 

hoped-for r~sulls do nol alwa}s o< ·<·ur. 11H'(('ctiv<.' <·unmtw1i <.1liun is 

ofU•n a main rc•<.1son lor Lit· l"ai lur<·. 

Poor conunwti('ation ol'tc·11 

<'I i dt~· of' 'OOU rll.(UWg<'llll..'l\l . \\11<'11 llll'JI do not tulcl<'l l .m<.l liH J 1 ason. · 

Pot poliC'ic·s or a<:Lio11s, tl1<·. ol'lc·u n· pond '"ilh fl'<ll', uspicio11 

an 1 1 y and a ' ·<>ss 1 on. lhi:,., < .u1 n· ull 111 ~ 1 il· ·~or i11 

I < 11 mal < <Jlllll\Ul i < at l 011 111<1 fo l I< 1 , 111 d llj)l .u d ,U\d 

h Jl 1 I .Oil ,d U i I i < ll 

c.tl 

Ill 11 I i II. t l 

t I dn11 

I . I II 

1. .. 



4. Feedback Lu Lit• su.burdi..nuLe ubuuL hi::; performunce. 

S. lnformaLlon of an id<•ologi<·al <"llaJ·acCt•r Lo incui C'aLc 

f . . II I .l a SCI \Sl' 0 . llllSSJ.Oll. 

Emphasi::; in Lhe w.;c or Llll'SC' d i IT<~rvnL Lypcs or downward 

coJrunwll p1Lion wiLl vary front nne organ i. ~a Lion Lo anolhcr and 

f.rom one manager vr supervisor Lo anoLher. However, for effective 

employee performance, .iob saLi . ...,i.aC'Lion, and Leam work among the 

n~<.·n~WJ':-. of an organ i ~.aLi on, i l. i..., < •:-.:-.v11l i a I t haL tl1 'r(• b • cfl'e ·t i v ' 

conamu\i('al ion fJ•om :-.ttp<"rioJ':--. l o sttl>ordin.tl<•:-. in all of Lht> l'iv(' 

;u '< 'ib I i sl< ·<.I above. 

I>) Upwa1 d C'onulltUI i caL i 011:- CoiiUIIIU I i (' al i Oil up lilt. I i J\l i r 

hi . {Wobl<•nt-.; about. ol lu•t•:--., <Ill\< <'I ltillf.!, <II' •,uti <' •• ll ion,\ I pol icivs .11H.I 

I In sulx n d i ll.lll' 

t yp i < :d ly < m• n i< a s d i 1 < 'l l I \11 • l l I 'I Ul • I I lll 

II in llw ma it J t t•p\ I I of .UI idt•.t Ill 

n• 

'I 

1 



keeping Lhclr supcrv lsOJ~s advised of Lhc• general conLenL of Lhelr 

con1mw1ication wiLh personnel in oLher departments. 

EffecLi ve laLeral conunw1icaLlon 1.s es.senLial Lo 

co-ordinaLion, and Lo Lhc pursuiL by different departments of the 

same ob.iecLive. 

The effecLs of poDr downward or upward conm1w\icaLion: 

res nLment and resislance by sLaff, and senior manag ment failing 

Lo Wldc·rsLand Lhe rea I :-; i Lual i Oil aL I ower I c Vl' I:-; or llH.' ('0111pany 

ar ' w<:l L known . 

Poor sid·way-.; <'onunwli<'aLiun is <:quail t 1 '!l.•·dvv in lnm.-.; 

of' im•ffi<·i<·IH:y and f'J'lt...,LJ•al ion, lhollgh l<•s. disc· us~cd. 

Co-opm·a i n aL board l <'V<' I \vi I l d<>p<'nd Lu son c L •n m 

co-operation al loY. •r I 'V ·I:-;. I r t.lt·p:u lm •n ~ .u • '01! 111 • al 

logg<. rheud.-, or in glm•iou~ i:-.<1lat i<Hl I ht• dii fi< uJL i s 'iII \t r, 

CJf' ·n appear a lXJai d dl < 1~:->:-. · <JUs. 

hi f!,hl 1 t • I I UIL mlx 1 :, t) I 

1 lu • I d I I) 

ma t•T (I t h II II< l 

An l 

U\ 

l. 



2.2.2 . 

2. An opporLun.iLy for a I I members of lhc organization to 

.i.nf J.uen<'C' oChers, bas<~cl on Lhe.i.r knowLedge, exp rienc' 

<UIU infoJ'IIIiJI.i<lll. 

3. Melhods of dcc.i..s.i.on-mak.i.ng, 11 Which use fuJ.J.y and 

.i.nLelligenlly aJ.l lhe .i.nforrnaLion available in t...he 

organizal.i.on, and which are designed in such a way that 

lhe members of llw organ.izaLiun are highly molivaled t...o 

carry oul lh 'se df'd sj ons. n
14 

~OI{MAL CUMMUNlC'i\'1'10 : 

11 Lho~c· a.sp<.<:Ls of fa('c;- o-fa<'<· Jc·lat.iow-. \hid ;uc not Jl'<'ugniz.t 

by he· p<il'l .i<'i p<ull.::. a..,, nol' IW<'<OJH<'iH·d 1\u llw puqxs<' of, 

I 5 u< hic·ving ::-;imply u p<wl ic·tll.w ol>.ic·c l i\(•. 

I ho c. fa ·1,-l o-f a«· 1 <'I ul ion-... m.l\ I><· l>.b< d ll! >1\ !lit fad 

n rnbc r oP a pt of"Ps ioJI d tmi I C J < l i 1. i i 1 .tl t • I ht t it ~ 

.11 tel 1 lu c <Jllllllltii i c u i c 11 ::-; - ma 

OJ I. 

II< 

pl.l 
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and Lhe ob.·jecls, Lhey con.-; i der, <..we t;O clear and worlhy LhaL 

LheJ·e cwutoL possibly lw <IllY duubt or H· .-; i.-;Lall<'<'. 

llow ofLen Lh<' picLw"<' dwng<':-> a:-; we move down Lhe line! 

The inLere.sL.s and live:-; of many men and women may be aff'ecled by 

Lhis new decision. Some may be prornuled and receive higher pay 

and .slalus. OLhert; wi U have Lo work harder or find life easier. 

Some will discover LhaL Lheir hopes of' promotion were illusory 

and LhaL oCher men hav<' [)('<~n prci'crred and moved pasL them. 

Soon manager:-; wjll be g•LLing Log Lhcr Lo Calk about, 

analys• and crilid~<· l.lt<' riCh' ('h<.I.Jlg<!s. AL .-;hop floor L·v·L workers 

ov<•rl inll·, sup<·rvi:-;ion, and inl<•J'<·.-..t of' .iob. Rumotns \iII b<·gin 

Lo <: i rcul·t · about Lit • r a<' or"; someli Ill!' L.h sP r till >LU's and 

1->J ·<·ulaLions wi II I><· [X'ssimi st i< :-.ouK·t iru<•::, <' t r•t •nK.· l opl imisl ic. 

In 1110::-, i nst ail< <•.s it pt o\i d< ::-, 1'ot• d 1 .1p i d t 1 ,\ll . mission of 

iII f'()J'III<J.L ion and mi ::-, j I tf Ol lll<tl i OJ ,u d 

Lo t ht> plc:uut •d c-uuur mi< al iun. 

llraL c · t~r 11 ·d l<J minimi.-t• lhe nun x•1 1 :1 

Ita "' • d t rom 01 

lit 

I J , 

l 

1 1 <' nt :o. .t d 1.1 I I en • ' 

Ilk < tlll t I () \ ::-, 

!I I lUIIOlll 

Ill • 

II a I > 
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assurance LhaL Lherc is or not a meeling of mind-.;. Faee-lo­

f ace corruuun.i caLion i.nc I udes : -

person-to-p<'rson (·onunw1i calion, 

<·onutu LLcc.-.;, 

bra i n.-.;Lorm i ng, 

conferences, 

interviews, etc . 

Before seeing how face-to-face corrununicalion can be 

improved, Lherc arc foW" i mporLanl poinls to be emphasi2.ed . 

11 I . Pc ·op I<· 1 ·c • ..... pond Lo tl'-i as i nd i vi dua Is and nol as 

conuntuli('aLoJ·.-.;. Wlt.d l lwy l.hi11k "'' ;u'<' and 1 <'f)t'c':-.<•nl i,.._ even 

llkll'<! impcwl.anL l.h;ut how l II p11L IIV<'I' CHU' IIK's.o.;agc•. 

by lheir' mcmor·J<·.-.., pr<'\ iotb <' . f.>el'i '1\C{':-. .md aLl.iCud ·.-... 

3. Ow' <·on•mmicat ion \iII lx· .iudg ·d 111 t h • 1 ighl. of 

the l.ot<.tl si t.ual. ion. 

4. In Lite lc ng Illll it ls \,ll,tl \ • do, aJI(I h:t\t' dotlt' and 

ar t• <! fX!< :Led {• lo t h ,tt i nq n l nt nd no .iul \,hat \\'t sa •.' 

Jlu 1 •fm ,J I • tl i t i l I r ll l' - lo- 1 tll t' 

i I I :-

I I. 
t .11 t u1d II l<t I 

( I.U 

It 

th 



:n 

:::>ocial research. 

4. An ear I y sLep mu.sL be Lo assist managers and 

supervl:::;ur::; Lo WIUeJ'SL<-~IIU Lilt· cu•wcpL of conunw1ication, and 

Lo relaLe i L Lo Lhelr ow1 l re:::>po1 1s.i l>.i I .i L.ies, as weJ l as Lo the 

purpose of Lhcjr organ-izaLion. 

5. Training in ortler Lo provide a critical approach to 

langL~L~ge wheLher wriLLen or spoken, and an awarene:::;s LhaL 

words are w·>cd and i nLerpreLed accordingly Lo the knowledge, 

aLtiLudcs, badq,.,rround and hisLory oi.' those speaking. 

6. J\11 awaJ't'IH's . ...; by manag<·rs, LhaL Lh • abi 1 iLy Lo 

1 . L . . ' I I t f'l' t . . l . II I H 
LS (.'rl lS an llllJ)Ol'\, iUL <t!y 0 e l'l; .tVI' l'OilUJltull('a.IOll. 

2.3.~. Wt~it . L<•JI Conum.llljcat.ion:- In adli<:ving it.s plU-pose:-;, 

organ i ~aLl 011 rnak1 •s great us1 • of" wl' it l <'II fornL--. of 

ba · is of' t' •pol' I.:-; and r 1 ., 1 lllllk ndal ion. and l ht-s< dt><, is i uns ,u' 

Lt'.:Ublal<'d into a<'t ion h • mc:ms of ill ltu t ion::.. IlK• qu.dily 

of writt.. 11 < ontnwli<'al iun l , <'Uslt nil t . upplitJs .uHI 

(,1() J lllllPI 
1:-.c d ll \( ( 1\ ll i 1\ ' ,,l\ t, i \Ill 

and 1 ·I ,,l i un I i 1 

th.u I· , 

i 



of c lar.iLy LhaL iL <·;uutoL lx· rni .-.; inL< ·rpr·cLed. While Lh re i.s 

a wick varivLy ol" wril .l.<'JI nK·dia IIS<'d i11 l>n-.; inc.-.;.-.;, only a 

few will be con.sidcrcd here. 

a) Job DescripLions and Procedural Manuals:- One of 

Lhe mosL imporLanL media for corrunw1ication wi'Lh Lhe e mployee 

is Lhc .iob dcscr ipLion. I L CJlluncraLes in deLail Lhc duLics 

LhaC Lhe cmpl oycc is <'XIX'{'L<·d Co r~rform, Che equ.i.pmcnL Chat 

h will u.s~, and oLhcr impOJ~Lanl i nformaLion necessary to 

hi_:-,; .su ·c •ss on Lh • . job. Manu a Is in which op<.:.•raUng 

pl <><"< ·dur •s and ru I< •s and J cgu I al i OJ,,... at·< pre,...n"i. be dd 

and PJ'osc·ri b ·d aJ'<' ofl<'Jl mad<· a ai lablt· o mplo 't s in 

and saf.f' 

b) IL\ DUOOK:- ll • .uldl>ool :-.. ell(' on,, II ll d l () ( \Ill\<' • 

i nfcwmal. ion of i nut~<'d i .tl ~' < 01 < 'I'll l 11 h l mp lo_ 

s •r ic <. , .-.,i< k l<•cl P (li'O 1-101 s .insur l 

on < 1• I Ji p pI an... .tnd ul h ·1 I •n I i l .u 

d .. dJ. 

I ) 

bu.tl I 

lmplu u 

:-..t tlt I 

h• l I LJ 1 d Ill 

II I II I I 



11101'1..: impuJ·Lan( ;t:-;p('('( .. o..; or Lll<' ('()JJIJ);tlly'.o..; OJK'I'aLiuw-; by 

rewarding !tim rur suggest i or1:-> l haL may be u.-,;e<.l Lo L>encf_i_t., 

Lhc company. The sugge.-.;( i uus rnay cover such areas as wurk 

meLhods and procedure.--;, c•qui_pmcn.L design, safeLy devices, 

and oCher maLLcrs nuL rc·lated dirccLly Lo pruducLion. 

Ill pl ann i ug < ·uuu11w ticaliuns wiLlt 

subordinaLes, managers .--;hould rc•cognizc LhaL Lheir sincerity 

or in~:>inccriLy soon wi..J I b •c ·onll• apparenL. lf' management, has 

a rc·coJ d of' fair and hom•st dc•al ings wi_lh c•mploy<'es, il.s 

conummi ·at ion is morc· I ikc•ly to lx• .tc ·c·c·plc d. 

f) Bu I lcL i ng Bo.tl ·<!:-

''rr11.~diwn for downward w1·ittc·n <oliUHlllli<'alion is Lhc i>ullvt in 

board. 

f) Undc•J':-,l anding lhmt.:ut 1 Pd-.;:- lht•t • 1 c lu <' 

r ·la i on~h ip l.x, h< c·n mol i '.t t<>l .tnd < oumllu i< tt i tm llt.tl llltbt 

a l way:-. I x~ c ow-..i dl'' <·d. II 1.., htuna11 1 " tu () li i.tl\ t) 

sonK OJ I(' who ha:-. ouK•t hi ng to <~ .tl u Ill ,1\it h 

II ( t1 

n r 



conditions ;uHJ i. acLur.-.; aff.'<'d . i ng luunan reI at ionsh.i.p.-> which 

may consL.i.LuLe poLl'nL i a I barr i <~rs Lo couunwlicaL i.on. J n 

order eor conunun.i.caLion l.o b<! <'ffecLive, iL is esscnLial 

for the manager Lo rccognj:(.c Lhcse potential barriers and to 

p 1 an conunun i cal ion so Lllat. Lh< ·.-w ba1 Tiers Illay be overcome 

or at least, minimized. 

[n a survey of over 750 company m mb'rs, Lhe NaLional 

J ndustrial Conf"cr nee 1.3uard ( N I Cf3) asked, "WhaL are i..h' 

barr i rs Lo eonmu.tn i caLion w i l hi n a company? Th<' bar1'i 'l'S 

<'ilA·d l'c : ll inlo Llu·<'<' lll;t,i\IJ' gJ'ottp'->:-

11 1. B.u'J'i<·J·.-., ;u i . ..,ing f'1•ont 1111· fad lwl. illlJi idu,lls 

2. 

J . 

1 

a COlliJXUI ' 

j nh ·r iL:--. b<·< ·au~<· ( hl y <u e OIIUIIOll lo ::-.oc l ·L.'. 

Barrj <'1':--. at'l s nr fr )(I\ l mpan p\.::-.l'hnlogic.tl 

< · l i lit; tl <' I hi I It l<•tHI lo ,.,,ll i :-. < olllllttll i ·a! ion. 

ll.u· 1 • i ,.,. I lt.tl .U'I' 

Ill IIJ .UI U 

I J I Jl 

I .u· • ·I Ilk c h.u d '·. tl Ill ll ll 

I 'I • i I I l I ,, 
tl I II. 

<'ll~c· 
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lH<li v j dua I:-; aJ '< • l>w ., 1 ~• i Lit d! I.' I.'< 'J '< 'J 1L poL<..:HL i a I i L i.<..::-;, 

LIU'y ltav<· lt;HI difl't·r·t•rd . <' ·Xp<'l'it·JI<'<•s <hwing Llt<·ir 

childhood and youth, and a.-.; adul L.s Lhey have had 

employer:-> a11d SUj)t'J'VlSUJ'S wl1u have t'li..<..:J'Led a VaJ·j<..:L,y ol_' 

influence upon Lhern. 

2.4.2. Perception Differ:- One resulL of. prior 

exper i ·nee::; J s LhaL <·ad 1 empLoy<..:(' l>r i.ng:s wi Lh him Lo Lh • 

his own uniqu way of looking aL Lhing::;, or in oLher 

words, his frame of r<>f •n•nc ' . 

deL •J•min<'S Llw lll.tllli<'J' in \vhi< h ht> \vi I L intPl p1 •L or 

jXr<"cive whal.t!V<'J' IH ! ~< <·~ oJ· ll<·<u s. t IH slllX'l \ i ·oJ 

1s vi<·w<·d as a f'alll<'J' fig111'<', I h<• <·mplo <'<' 111.1 , 11 ·<·<·pl 

or r'<;, j •ct. 1'\l'l'YLII ing llw :-.up<'J' OJ' ::-..1~ , d<'J ·uding upon 

he t.y{X! of rl'laLiou:-.hip lint lu• h.1d \ ith hi falh•t•. 

Sirn.i larly if he Ptnplo)<' h: s 

::-.UJ rv isoJ'S, l11• is I i h:<· I I o 

Oil OJ II' I II l II l>t• ( 1 ll...,l <d. 

2 ... 3. 

Ill 

n l t do\ n I> pt v ious 

\ l h Ill 

II 



Lhe commw1lcaLor t>hould <'ons ider his audlcnc and 

it.s likely inLerprcLaLlon of Lhc words he uses. 

2.4.4. StaLus RelaLion.ships:- The posilion of lhe 

individual in the organizaLiun .slructure will also influence 

lhc quaJ iLy or C(JIIUllUJli('<t( ion LhaL Lak<·.-.; place. Persons 

of equal .sLalus, such as lwo supervisors, will probably 

find il easier lo share inf.urmalion and fe lings lhan a 

supcrvism· and a subordi 1 taLe. 

2.4.). P.s>'cholo~ical C'lima(<• of th<' Oq.;ani~at.ion:-

Ont" organizat-ion 11141y <'ll<'oLuag<· individ1nl::.-. to< JHl'~s 

Lhem-.;c> I V<!S · nd lo pal'l. i <' i pat<' ill i mpoi' ant. ad. i vi t. its. 

1\nc Lh< r organ i za ion ma I><· aut ocr at. i <' .:utd dis< ow·ag 

parLieipaLion and ll 1'1 dom of P p1 <.s ion. k mb I:... of' up 

and middle manag•11 nL <:tu\ hmt•. lon-..id tal>l< 'nflu·n<L 

on c onunur i c a L j on . 'fhl'it• JXlt.: pion f lh•iJ U II It l s Uld 

11 l 

~ .. o. 
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and in Lhe developing oi' occu(XtLiona l personal .i.L.i.es may 

thus have pro1~oW1d e1TecLs on conununicaLion w.i.Lhin Lhe 

organization. 

The barriers Lo conunW1icaLion that are discussed above 

represent those LhaL are usually more dit'ficult.., to overcome 

because they invoLve surmow1L i.ug the complex inLer­

relaLionships of people in groups. f-ollowing we will see 

Lhc hanical barriers Lo <'Ollllnw1icalion. 

2. 4. 7. I a<"k of Dcf i.ni L<· PI ans:- In ~piLe of Lh fa L that th 

f'mmal .'>Lru<"Lurc• of LIH• cwgani'l,a( ion should lx• f'ollowc'd in 

<·onmwlicaLion otd<·t·s ;md inl'ot'nl.tLion it is Ltit ly c·onunwl 

f'or confusion Lo · J'Js • vet· Lhc . imp! nK·<·hanlcs f' who wi II 

do it. 

2. 4. . Lack of' C 1 al' i Lv:- J{pg,u·d I<'.-..::-> o1' h · t•<.lucal i una I OI' 

inLeJlecLual le cl s of' lite- J.x'J' 011 \ ith \ lh m tilt' i ::--; .tl l t•mpLing 

t.o {(JrTI11Wli caL ~' Wide ·rt-.l ( lid iII l • s I {'Ss I j kt I t ) ( (( lU i r t ht 

mat •t·ial pres ·n ·d i~ tu, < l '<.Ir. Be: 

Wl' i L( I 'II 

< < mpl« 

ml 

111 
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tit 
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SimilarLy, the misu:-; ' oJ· ovcru.sc of' a medlwn may cause 

people Lo ignoJ·e whaL ClHIIl'.s OV('J' it., for Lhey may come Lo 

have aLULudes such <L'-' iL':-; noL imporl.anL or .iusL moJ'(' of 

Lhe same. The IJarJ ·j < ·rs mcnL i ottcd above need Lo be 

avoided ir corrunW1icaLion is Lo be effecLive. 

2.5. AUDITINC COMMUNlC'ATJON 

The besL and simp Le.-;L approach Lo audiLing 

cotnn1w1ication i::; Lo sLal'l, by a one-sLage ·ollunuJlicaL i_on audiL 

11 ord< r o he I p Lo as.se.s.-.. Lltv <•l"f'icj < n<·y of <·otlllllllll icaLi on at 

llw pr <·scnL level , and un.-..al. i sf' ad 01 y <·onumut ical ion t'dll b 

J den( j I' i ~d 1'or 0 !'( '( · ( j Vl' ,.l('(, io11. 

Conunwdcal.irm pJ·o«•s-., i.-.. so imporlan(, llta it sh ndcl b 

ptann ·r nPC•ds Lo crm:-.id<•J' llu f'ollo\ ing till<'< point:--.:-

nvmud -tl ion. 

t ht .111 I i l 

Ill .llltf 
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conunwti.caLc wiLh uLIII'J'S is good but Lhc cvldcncc Lo .ill.'-;Li.(y 

Lhis cLaim a.11d coni.' i del 1< ·1 • wi I I depend on feedba('k of. Lhe 

resulL o1· Choir conunwticaLion. 

b) Sc l r -/\warc1 1e.ss:- 1 n a onc-sLage conunw1ication aucli t 

participants obtain a cerLain amoWlt of reassurance on 

Lhelr own abl L i.Ly Lo <·onunwllcaLe, as we LJ as feedback on Lhcir 

abi 1 il.y Lo p<'r('(·iv<· ;utd tutd<'J'."<Lalld <'lvarly whaL oLht•rs ex.1~cL 

0 1' Lh<'m, Lhtts <T<·al.ing .-..<·11'-awc_u·t•nvss Lo conunwlicaLe 

<'i'f •c L i v 'I y. 

c) ldt•nl.il'i<'al io11 o1' 1.u1agvmenl Dt•v •lopmcnL N ds:-

Wh·n OJ·gani~ · Lior1s <·xpvd. Lht•iJ· I iiH' tllanagt•J:--. l.o be involvt'd 

with 1)11' d<·V<•Ioptll<'lll of' liH•iJ' sul>onJillal<•s, auditing 

('()llUIIWlicaLioJI WIJllld I)(' ol' lwlp ill id<•lll i I' · iug l hi' Jlt't'd l'ot' 

d< :v < ·1 opm<•nl 

d) 

a 11 . . ns of' l'~t.abl i ltir1 • tlr < tll 1 t 1t I,• t•l o < fl 'i<' ittlc • ,r 

1 • uJt s 

,. 
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wll i ('I\ mak< •s .--;<'It.-.;<· Lo l.l1< 'Ill as W<' I I a .-.; to Llu · i 1 • .-.;en i oJ 

management,. _[n parLiculaJ~ Lhc aud.lL .-.;hould be dc•s.igned Lo 

an.swer Lhe followiug qucsLiuns:-

l. lluw good is cunuuwli('aLion cw~rl~nLly? 1\re Lhere 

imporLanL links which are br·oken? Ls Lran.smission at an 

accepLable level of accuracy? 

2. Ar there any areas wllt're communicaLion is 

appr ciably above average? WhaL ('an on learn from these 

ar •as wtu ·h <oLd d h Lp m eas where commwliC'aL.ion is below 

3. WIH·r·, if at all, aJ<' lll<'J< ' (><ll'l i<'ula diffindti •s 

in achi ·vlng ac ' ·pLabl<• l<·v<·ls or <'ouumuti<'al ion, <uld · s it. 

pos.· lbl , dt'.sir·abl<., and cos l l>< •n('fi< ial to \,ol'! al ov 'l' <t)Jltin, 

· · f' 'I d . i ' 1'. ll . 2 I or mlni.nuzutg some o "' lOS< ' 1 u ·u u :... 

\h•n m< !IIUX!r u au mgani1.<1 i o11 d P i d ~ o fill II\ i( il Lt ll 

fot Uw fir . L in · l.l <' s <·ll l i.t l l hu 

Ll1 · audi h Htl d di " 11 tl ul 

(J l I 

1 



,, 

43 

quaLity, Liming, eeL., should exisL beLween Lhe managers 

taking parL i_f Lhe worl<jng group i.s Lo be ef.feclive. 

b) Eadt I'<'I'S<>Jt A11dit i1tg· !tis own Collnnuni('aLion:-

'l'hi.s choice or audiLi.ng COllUIIWii<:aLion J.S Lhal Lhe COJIUIIWLLcaLi.on 

palterns and conLenLs of. each .iob are .so diverse and complex, 

and so affecLed by Lhe indi_vidual abilily of Lhe role holder 

Co arLicu.LaLe and LisLen, LhaL Lhc only person who can make 

a 1 alislic .iudgemeol aboul lhc efficiency of conunw1icalion 

shown in an inili_al <"ommunicaLion r·porL is "Lh person "Lo 

whom jl, relal<•s. Only IH· can "Lc•ll whd,hc•J il \vas oversight., 

OJ I a<' I< of knowl<-dge, LhaL ha.s gi V('J\ 1 i sc• Lo tul 

wtr<!<'ipr{)( al •d c haruw Is found w.i Lhin llu n pol t.. 

c) i\udi by Working Croups:- I h l ogi.c: or hi. ch 1 c 

i::.. that an ind.i vidual lii<Ut.tg<~rs is af'f •t L< d in h • , d • h • 

c·onrnunicat.e:-, by LIH• JPiat ion:-.ltip 1 hid\ l i~t 1 ithin th 

worl ing g,1oup. In .tddi )II on 

i I I i Ill I ud Lb • d ir t i < 1 l 1 

!l up. 

I I 

In 

l I 
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2.).3. Determining Mcml>c•r.-.;hip and LIH' Siu• of" Llw t\udiL Grollp:­

Somet.imes, Lhe particular purpo:-;e of' a conunLmication audit 

itself determines th 11wnber o1' people who should be involved 

and occa::-;.iona L ly i.L dt ·tcrnLi nc.-; Ll1e number ol' pcopl c who should 

be involved. 

There is no doubt that conuHwJ.ication is usually 

poorest where there are many-to- many commun i.cation 

relationships among nwu1agcrs, or where there is a considerable 

volume o1' int rdepartmenta l conununication relationships among 

managCJ s, or where there is a considerablt• volume of 

int rd partm ntal c·onmJuni<'al ion. In thc•s' situations il. i.s 

obviou:-dy dc•siJ·abl · lo dJ'dW t.IH• l>mutdar ol' t:host' taking pm·C in 

the ('()IIU11Wlit " ioll iJ <lil. :,() Lhal it ill<"ludt·~ LIH· lll<l.ioi'iC ( r 

[ •opl • who c·onunwuc ·al <' wi lll t •acll olllc•J . 

a) Si. ~<' of' Aud.i t, Croup:- lt, ill t::-. I ' appar nt t h,tl 

Lher<· is no ideal g1·oup ..... i,.<. l'ol' a< <JIIUJttulic a tun .tutlil tllll ' 1s 

t:.h ·r<; a singlt; ra ionalt> l\ 11• d · idin 

'lht c·t• ilic:,d t • lt 'IIK: ul s lt.t d 

f:#,l IJLI(l aJ < : -

II {, lit • o t' 

II 

I . 

tdd l Ln ol\ d. 

uf' tit• .ntdit 
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2.5.4. Assessing ConunLuli.cal ion Ei"l'icjency:- When lhe role 

ol' dllditol' i:-; ltt·ld by ll1<· ittdividtt<tl itt J'c:·.--;pc:-cL ol lti.'·: UWJI 

corrunW1ication reporl, it is irnporLanL for Lhose who initiaLed 

Lhe conunW1icalion audiL Lo u.'::>e a struclured questi01maire 

Lo ascerLain from •ach parLi<'ipanL precisely how he rates 

Lh .Level of effici<.~JH'Y of his own commw1icaLion and thal 

of olhcrs, and lhc rclaL i V(' frequency wiLh which he has 

discov red situaLions wher · djrecLion, volwnc or content or 

comrnunicaLion is W1sal i~-.i'acl ory. 

Ev ·n j n a J '<! I at i vc: ·I y .--.ut;tl I depcll '(.uK •nl., Chc:•J ·v ;u '< • a 

I aJ ge JHuttiX'r or poL< ·nl. i a I ( OJIUIII U\ i <'<I(, i Oil I j nl ~. l f. an 

l ndi vidual is Lo mak · re l aLi on a l" dc: '<' i .s i o1 b al>uu h · qual i t 

of h's 'OITillWlicaLion, iL j~-, <! lrPmPiy h< lpf:ul t.o haq· 

<.onuncntary and di ~wu.-,.,:--.ion \dlh hi:-. col L< <I' •u s. Equally 

whc: ·n looking at t he:• t oLa I c olllnt u li < ,I( i 11 1 ~>j><Jl t f11r .1 

dc:·pal'lnK nt il j,., ul't<'ll IX' ,.,ddP lo <'<'quit, .II Ill 'I l' 

( 11 •t <' i UJIIU < I'SSdJ' dup I i c .a 1011 ol < 11 111.1111 .at 11 I ir I 

()J lt<'ll' In •,d,.. in < < 11111 nic .tl loll t I I Ilk II It d 

,, .t 1 ult, 
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daLa base which indivichtals can tL'"W l'or dyadi.c cli.scu.-.; . ...:;jons 

al>ouL prol>km-.; highl igtd.nd by llw iniLial commwl"i.cation audi.L 

repurL:=:;. MusL cunuuwti<'aLion audit..-.; <:<HJS(' some illlpluvclllcJIL 

in comrnW1ication buL this is W1likely Lo be sustained W1less 

there is definite progranune designed Lo improve first the 

ff.iciency and Lh 'J\ Lhc cffccLivenes:=:; of. .iob relaLed 

corrunW1ication . 

The purpos' of Lhc c·o11unwlj caLion i.111provC'm nL program11 

an be simp] y sLaLc•d:-

11 [. 'J'o audit llw t•l'l'i('it•JI<Y of indi\idual <·onumulicaLion 

within a wOlki.ng f.!.J'<Itlp in ,..,,t<'ll a 1"ay lhal: -

2. ra<h individual <<lllll~' liJ<•t'<'Sld S _in a 

syst<•ma ic, upporl C'd, rnul t i -:-. ag<· j)I'o •'l"U1U1 • o impro\ < l ht 

•ffj_ , ien y and •fft•c;l, iVellt S of hi~/ll I 0 1\ (' llllllllllh·at ion 

in such t...haL:-

3. 'I h< pf'f'ecl i 1 'Ill ~~ ul • II l 

Lo hav<· ·n irnpr c1 ·d.­

i < I 1\ 
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~aLl.sfacLorlly defined u1 advanC'e. WhaL can be defined, 

however, is Lhe way in wh i c ·h U I<' procc.'-;,'-; of lmprovemcnL 

will be handled and supporLed, and the resources which 

will be available Lo Lhose p<..trLicipaLing in Lhe programme. 

Key Lo Lhe succc.'-;.'-; of .-.;uch a progrrrune .i::; a clear sLaLement of 

the nacw~e or Lhc progranunc, and an equalJ y clear sLaLemcnL 

of wh re the responsibility lies for making i>c work 

su essfu.Lly. 

Th • naLure of. LIH· p1 ogranmK' ('an b disLingu.i slwd 

b ·lw('en a managt'nK·nt j)l'OI!,I'anmk.· and a lll<ll\ag( mvnt d<'V< I opn~·nL 

prograrrutl('!. MosL mwwg<'J's J <·g;U'd l ' onunwd cat i oJ\ · s so f'undan nL'll 

o h • ma.r1 · gerial Lask haL <..1 c onunwli<'a ion impr >V 'llll.'ll Jilts 

I • ('ompuli:-.ory for all Jll(uJag< 1 s ;u1d nntst \)(• plwu1 ·d aml 

conLro Lied by ma.llagc~ !'s l he msP L 1'::-. . 

an ·illary ub.i 

and ff• ·I t hc1 

(diU ( 

lllld! J 

to 

·( i I l I 1 • laJ d < OllllllUl. ( .tt i Ul\ .ts ; il 

i l lll l 

hu 



The compulsory coirunwlicalion improvement., progranune c.;an 

look very much Like a coum1ttnicalion conlro l system, though 

more often that not lhc control c.;an, and will, be exercis d 

by lhe manager raUwr Lhan by an accow tlanl or an ou Lsi de 

analyst. As WiLh any compulsory programme, there are bound to 

be many different behavioural atliludes towards its use. 

The prime ·argumenl for making a cmrununic.;ation improvenent 

prograrrune comulsory is thaL c.;ommW1ication is a key 

variable · · · 1 f' ' · 1!1 organ1zalJ 01 ta c I' •cv 1 vencss · 
1 f a compuJ sot y 

c.;ommunicali on, i mprovcmcnL prog1 anun<' aU racts I iLL I e i nLPJ .'-it 

or g nerates hosLi lily, Lhcn that ih 1vhaL t lw aCt i Lud! 

Cowards commwticali.on is r ·<.~LiY lik • within lh 01 •,tniLa ion 

and lhe sooner il is fa ·ed up lo and deal 1ith 
l' 

f' rom lhe point of. vjew of. organiza i.Oiwl ('rfe< t i' •n .,..,~ . 

I ill I 

ar · ol)vi.· d · 1 · ul\ r""llct t I'· • 1 d ous a vanlagp.s 111 rna.:Jng • _ '"' 

Prot• . 1 ..., amme vo unalry. 111 i l i a l I y onl t I 

i<.ularly in ·r·< tt·d i11 IOJI 
it t I 

<c,•uu< ·Lion with th i1 job J I j Ull 

it h 

• I 

I t .d I 

tl 

h n I . 



49 

The benefits which arise from a volw1.Lary conunw1ication 

improvement progranune are offset only by Lhe disadvantages 

of potentially patchy corrunwticaLion whenever indiYiduals 

decide nuL Lo Lake parl . 

2. 6. 3. Pi arming Lhe Process of a Commwtication Improvement 

Programme:- Once Lhe naLw~e of Lh progranune ha:::; been 

agreed a numb •r of plaruting d<·('isions haY<' Lo be mad• before 

Lh<' prograrnrn<:: can stm~t . 'l'h<· mo:-;t impOJ~tant qu ,..,t ions which 

have Lo lw a11sw{ ·r·< ·d · 1 '(! : -

11 l. I s Lh<•rc going to b<· <t pilot. proglaJlUtl<.' or i.· iL 

pl wu1 •d Lo .sLarL · ' ith a 1 argP •roup stra i •h awa ? 

2. If Llu· JH'O"r;urunr:> i"" lo in\ol\\• .1 larg mut~X'J of 

pcupl • i it, pl.irur< d to ltditdle ., •t bod ' at um t 

or ~ a ing iLh, mall n 1 a l rr- ntp ,md t h 11 

IJ]·adua I I y 1 >111 su · 11 

i ru I ud · 11' t I < 

l l I , 
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Lho.se parL.ic.ipaL ing .ill Lhe comruw1icaLion progranunc? 11 2 5 

2. 7 . COMMON I Ct\'1' I ON POL.J CY 

St·nioJ· lli<J.JI<tgl'lll<'lll nursl d<'V<'Iop a pol i('y for 

conunw1icaLion wiLhin Lhc urgani7-aLion and iL.s environnenL. 

When deciding on policy .in respect of Lhe conLenL of 

conu11w 1j caL i oil < · a1 '!' i < ·d by l'uJ 'lila I oq;an i ~aL iuna L sys Lcm-.;, 

senior manag<!lliCnL needs Lo cons i dcr a nwnber of qui Le 

specifi poinLs. 

2. 7. i. Who wi I I hav<' H.<•spons i I> i I i l y f01~ Sp<'<' i fy i ng the 

I\ <·onullunicaLion 

JX>Li<'y foJ an organi:~.,1lion Jl<•vd~ lo .s1x•cif' lh· d·::tt'<' or 

JX!rsonal f'r ·edom wh i ell i ncl i vi cht · It-> ha\ <' L o <' pr< ss 

cxpcc a j on:s w.iLhln I h<· daLa-l>a:-.<'. 

'llu:J < · i :-. no do~tbl . llt,tl a I I< n 1ng i 11di i dual::-; l hv 

ab. olule fr t•dcJm lo II~<· llu ir <nil 1 nds .in lhl·it u1n .t • 

add . .,., < osl. to LIH! da a-bdSV :-; :-.l < ·nt. ll al:->J ,dd-s JX'l Ul,tlil 

J ( , [11 l i 
' 

(. d Rt> ri · du 1 ltl. 

l.imilt d IIUIIII l ()I' 

( J ill I rna II 

do I \ 
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2. 7. 2. Who wL I L have Lhc P •rm.i .-.;.sj on lo Analyse the Conlents 

of lhe Data-Base? The contculs of Che data-base form a 

ferlile soil for analysis of Hl<tHageria L sly le, atliCudes, 

and potential. Analysing lhe dala-base can be done by 

virCually any one. The .sophislical<'d programmes are such 

that lhe user needs nu lo1uwledge uf compuling ~1atsoever. 

2. 7. 3. Who will have ResJXm-:>ibi Lity tu D al with Conflict, in 

R specL of. Lh CunUmLs uf lht> DaLa-ilast•? - One· ill\ 

organization pos.s<·.-.;s<'s a <·ommtuli<'al ion data-bas _ <'apabl • of 

supporting d'f'<·cLiv<• t•ouumuli<'aLion, it s\'t>lll'"> s•n.sibk ·>l lh 

s •rd or rn<J.nagem ·nL Lo < on:-> i Ul't \ ... l1d h T I IH · \\ish Lo ass i gll 

t>pecifi ; responsLb.iliLy for dt•al in" 'i h disagr n n s .in 

he• ( OIIL •n( of" < <JIIIIIIlllllCa lOll 'u h 1 '->l ll\sl bl l it 

L,:, unlih:i to int'lud<· IIH aulhul'it to Jl'sul\t ,Ill dis,l'l · lllllllS 1 

but should in< ludt• Ill • t<sp<nsil ili r r maill.tinin • .m 

up-l o-dat. ~ r < < or d of' l i l :s 

hu n J 1 id I \l 

t II fl 
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skills and has lo be Pegarded highly as a person rather than 

f .. "jh" jj . l. 26 an aut:..horiLy : J.gurc, WJ.v J.Jl v 1c orgatuza ,J.on. 

The more expcr icncc LhaL ill I inLcgraLor acquires, Lhe 

beLtcr he is able Lo idenLif."y and w1dersLand facLors Lhat 

give rise to conflict. in Lhe conLenLs of communication. The 

i\nalytical computer progranunes now available to such a person 

enabl him t,o review Lhe daLa-ba.se from Lhe point of view of 

channc l.s, or conLcnL, or vo I WIIC of corruT1w1ic aLi on, and Lhus to 

id<ntify in ever·y s il.uaLion inl.o which l1<• is all d, Lh~ 

f · ·tms haL w·rc· prc•sc•nL JWioJ' lo «JIII'l i<:l. ;u ising. 27 

2.7.4. Who wdl pro ide· planning ad\ln•? I' I :uuting ·an l · 

splll inLo Lwo qul L • (!j sU nC'l ad i \ i l i vs:-

2. Plwminn f'or pf'f'i< ic·nc ' 

I. Pl:..um..i.tl" f"cJI •fTc •< 1 i 1 1 in lr · l l o d \ t h 

c (JOJ'd i naL ion alld n inu 

•l <Jup c111d I 

I I 

, 
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plarming· effecLi.venc.ss mu.sL be based UH a perspecLive 

and an w1der.sLancling uf Lhe purpo.ses of individual groups 

wiLhin Lhe LoLal working organizaLion. 

In this connecLion Lhe integrator's conLribution can be 

critically beneficiaL. lf Lhe inLegraLor 1 s . job 

descr ipLion includes working Lo improve the overall 

inL·graLion of acLi.viLy wilhi1t Lite working group, and between 

Lh worklng brroup and Uw <'JIV i ronellLnL, Lhen LhaL 

r sponsibiliLy cxl nd.'> Lowards <·arh individual's ffecLi en ·ss 

plaJUii.Hg, asw•ll a.s plwu1ingrw c·IT<diveJI('Stib g1oups 

wi Llti n Lhe organ i ~at ion. 

<"OIIC' ·rrwd wiLh iudhidual ~ki I b lnowJ ·dg ·, • 1 '1'1 'tH<.' a11d 

Lh• balartc• lha 1,:, apJWopriatl•lx·t\t('ll 

ou pu for r art i< ul ar JX'opl · m • oup 

I 

IIIIH • • II 

;md lite llld II ( IIWIC I ,u d • IUJ 

(JJ T<.iJ\ j "L ,ll i ( 

pr' • Jl!< I j h 

d.-

inputs <Uid h 

l(f'< <.llt pl,umin> 

dt t lupu Ill 
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2.7.5. Group-Co-group Commw1icaLion:- Efficient 

communication beLween bToups i:::; u:::;ually harder Lo achieve 

than efficient conununicaLion within groups. There is greater 

scope for conununicaLion Lo be lost in Lransmi.s:::>ion either 

becau:::;e the sub.iect manager · i:::> w1.sure of the appropriaLe 

per ·on Lo whom Lo direcL <:olnrllwlicaLion or becau:::;e an ob,jecL 

manager is w1aware of Lht> person from whom a message has come. 

a ·h group must, Lherefore, includ one per ·on wiLh Lh 

('] arly d fin ·d r •.o..;pon:-:;ibi I i Ly f'w monH ring, mainLc ining, 

and W. ,cJ'<: appl'OP i aL< • i rnp1 ·ov i ng < onrmu 1 i ('at. j ott bd.\ .. c 'PI\ Lila 

group J.nd ol,ll<'t':->. 

'JracliLionally lllll('h of' llu 1'<':-.[><Htsibilil. • fot' c·oJtumutica iul 

b t;."' •en group:-:. has r ·~i dt>d < i llle1 \ it h h • I <'ad or •,1< h 

particular groupo \ iLII lltPiJ• :,ltu( l><J:-.'S. ( numudc.tlilHl audit::.. 

hal: corbi::-.L<·nt,ly . ho\11 that lid:-. p1o id :-. , ltllfk:• o\l't'l<.td 

on ~U< II i nd i vi du.tl :-. and I l1.1l ol ,, ](' ult 

l h< j I 1 J\ 11 j 11 f<Jlllt. tJ l OIIUIIlU ll< .1l It II 

d 1 1< ·< t ' d t In "" t. t I 11 

!"""' rn 1 
Ill lJ J 11 

ttl )I d i I .tl t :-. dt \ l It I p 

upplt 11 ul t Itt• 

hi 

1 
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be clim.inaLed and conuHtuli<·aLi<>JI plan:-; d<·veloped Lu ensure 

Lhat efficient COJTU11W1ication Lrave Is in Lhc must efficienL 

llli.Ull ICr. In som • organ i ~a ion.-.; Lit i ,...., may .-.;Li ll mean a 

requiremenL thaL aJ I group conunLulicaLions direcLed at another 

group should go through LIH! heads of deparLmenL. 

'J'radi tiona l Ly Lh ·rc were .-.;orllt' sound r<•asons for this. 

Til •re may .--;Lill be in Lite rut w·e, buL there me buw1d Lo be 

f'ew •r. /\.--; indi vi dua I .-.; learn more al>ouL hmv Lo be efficient 

in an <•nviroruTl(·nL of ciTici<·nl <·ommLmjcation, dir cL 

inL<'l'J>CI'~onal c·oJ1111LUli<'al ion, J'<·gulaJI monitmablt f'1•om t.il<• 

data-bas<', i:.. I i k<·l y l o lw< <Jill<' t lw lloJ'III Ilk!!<' f'r<·qucnt.l 

in Lll<: f"uLtll'<•lltaJI it Ita~ i><'<'JI in tlu· pa-.;l 

'Jile re ...... pon!->il>i I it, f"or llkHliloJ'ilt" inl<'J'-group 

c OIIU11UJiicatioll c LUI b<! d<:l <'{,!,<1 c•d 0 oUI\ llk'lld) 'I' of liJ~· '1 <Hlp 1 ho 

has bcJLit l,hc apt it 111 <> and i nt <'J'est lo 

• ttc.lt I <'~[)(HI .... i bi I i I ' \<HI I cl (II,,, ide olll <'l'fc·c 

IH'I pi 11(..!, .. Ill'\ llli'IJiht•r • of ol (..!,I'IIIIJI lu 1111 I., l.tll I • lid PJII I' i,tl (' 

t • ,u I I 1 ),, II I 1111< I 1 01 I lu g1 •lip I 1 I u1 11 ( I II I 'I I II I 

lol •,uli :1,1( IIIII, 

I l 

1. 



and aLL i.Ludc.s f."J'Olll <Jn<' pt'J'~un !.o uJH>Lilvl' and l'rom unv I t'Vt•l 

Lu <.UloLilcJ' in Lilt' w·g<llli:.r"d( ioJI;tl lli<'J'aJ'clty, Lll<' 

organizaLion wi II ruu:-.1 I ikt·ly I><' .s l : t'<lltg ;utd IH'<>dttd rv<·. It", 

on Lhe olher hand, coliUIIWI i caLion 1--; b I ockcd aL ntally pu.inLI:j 

and inCurntaL.ion and all i Ludc~ fa I I on deaf ears, the \vho Le 

:->Lru ·Lure may be noLh.i.ng mor Lhan a hoLLow shell picLurcd 

by names in bo.>..c.s on an 01 ·gan i zaL i una I charL. The charL ltas 

n1<•an i ng on I y wll<·n l II<' p<'J · .... on:-. o< ·< 'tlpy i ng liH• pus i Lions an• 

· b I<' Lo i nl J'ad su<·<·t•:,.,sl;tt I I y \vi llt one• .111ol ht>J' in the 

it<'<Olllpl i-·dlliK'Ill of' !II(' <>l'g:tlli.t .. tl iun;tl oh.it·<'(l\<'s. 

z. Many l>< ·ll('f'i (..., 1vi II :t<'< 1 tt<' l <> l ht• <wgani ,,at io11 1vllich 

1t,1s an <·nl ighl <'JIC'd undc•J'sl and ing ul' l llt• <'<)llUntUii<'al ion prot 1•• s 

and whil'h rnak •s a < unt intting <•l'l'oJ l to jmp1 O\l' tit • 

e fTc·c ·(, i V<'IIC'ss of i l lltod< •o..; ol' < onut u d < .t i < n. I Ill' 1 •!Tot t ..., ul' 

.d I nl<·n~.H'l'~ of" l Ill' <11 .111i " .It ion l<> impt'<l < n lllulit .tl i 11 

1 ill1 tho,. 1 •JS()IIs ith lumt lla· h. <'" o1n d 

J<'lrilionhipl.tlllx 111t <f'lt 

ion. II l I I 

ll 
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In order Lo find ouL if Lherc is need for improving 

managerial Conum..tniC'aLioll in t II<' MinisLry of Finance Lhit-> 

chapLcr is ili v ided i nLo Llll'ee parLs:-

3. l • i\udi Ling Conunw 1 i caLion 

3. 2. Conunun icaL ion lmprov emcnL Progranune 

3. 3. CoiTIITiw1 i caLion Po I j ('y 

3. I. i\ud i Ling ConutHIII i c;d 1011 

J.l .I. RaL(' ot' llu· I'J'('."'>('JI( 1<'\1'1 or ('()JIUJilllli< aLi on in (Itt 

Mini~L1·y or I in.ul< <·:- Ill<· ll<'ild:-. of' d<·p· 1 ( lll< 11l.~ i 11 l IH' 

Minist-ry of' I· inanu· r...utk<·c.l I lu•i ,. pn•-..l'Jl( 1<'\l'l >~' 

< omrmmical ion a-., ~IHJ\'>11 itt I .1l>l< :1 lx•lo1. 

l{,d < • "r 1 Ia' • 1 w• . ...,, ·ul 

l{al ,. 

L <<'llt•Jtl 

(.II l , j 

cl 'lll.l 

loor 
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Finance is as s hown 111 Lal>l(• i'our lx• l ow. 

Absessi_ng CorrunwlicaL_ion Efficiency in Lhe 

MinisLry of Finance 

Md hod N1unl><·r 

AudiLing 

No Md,l1od IU 

I ~ 

As ean lw :-.<'<'11 1'1 um I al>l (' l'our .tb )\( t IH' I wads ol' 

d<·parlnJC•fl s 111 I h<· :vtinislJ' of' I in.u11 P IU out ol' I hhid\ 

1 s 77% have 110 IIIPI hod of" cl"'i <'..,:-.Jng < t n mud .tl inn t ITi< i 'll< 

in Lh< ir d< part nK nls . 

. 2 .l. II 

Ill h !1111 ll n. 1 

l lhl 

I I 

i t ll I 



As is ~hown iII lab k r i V<' al>ov '' 77% or Ul ' 

rcspondcnls an;-;wcrr·cl Lllal l h<'y do nuL have any communi caU on 

.improveuiCJJL prugranunc. 1<<'<1sons giv<'II f'o1 110L having 

Corrununicalion 1mprovcmenl ProgTailmJCs were as foLlows:-

Table 4: Reasons I' or nul Ita v i_ng C'ollUilUJiical ion 

Impro vemenl Progr arru110 

Reason Nwnber Percentage 

La('k of nec·ps.-.;ary Lra i 11 ing in Couunw1 icaLion 

nawarC! or Uw Possil>i I il y of' ConuiiLUii<'aLion 

illlj)l'OV<'llk'I\L i>J'Ot!,l'iliiUII<' 

Comrnunic<tLioll a:-. or J\0\v Is ad<·qualt• 

lolal 

imp1'o\< n nt p1 o"l.t11Mil' dw· lu l.t< k I' 

Conrrnuti<, HJII. 

J . .!. 

6 

4 

1 

l \ 

46% 

30% 

I 00' 

h,l\ ' < < IIVIllUlit • l lOll 

ll. IIIII ' Ill 



/\s cw 1 be :·>t '< 't 1 from Lab I c scvet \ above 67% which i:::; 

Lhe ma.ioriLy jndicuL<·d LlluL llle rule of Cununw1icaLion 

LrnprovemenL l'1 ·ogl'anuue i :-; taken by sonc individual which 

i s Lhe head of Lhe deparLmenL. 

3. 2. 3. CriLica I e I cnK·nLs LhaL arc considered in determining 

Lhe :-:; i_ zc ( munb<~r of i nd i vi dua 1 :-;) of Lh<' Conunmli caLion 

lmprovem<'nl Progranuue: - 'I he n · i L i c a l el emen Ls Lha L are 

<·on-;id<'rcd i_n tk·Lm~mining lhv -.;i~<' (nwnbci~ of incli iduals) of 

l hl' C'onunw 1 i cal i < H 1 i tlliW<>\-< 'Ill< ·nl p1 ·og1 'atlllll< ; i 11 lll · ~1 n i slr y o 1: 

l<' inaw·<· t s a:-. s h<Mll in tal>!<- rllunl>t ·t <•ighL lx l01v: -

hI <!!tll"ttl.:-. 

'tmtlx 1 of' <kp,n·t n< 11\ s 

Budgt•L ()I" t h · di'JI.ll lu •Jlt 

lot .al 

1 1 11 I al l1 1 1 •Ia I I I I" II I Ill 



Pw-pos< ~ ol" ( IH ' Collllll\111 i ('a( io11 lmpJ·uvt'lll('llL l'rog1·ununc·:-

The purpo.:-;c ol" Llw Conuntulic·;tl io11 llnprov<'m<' llL t>rogrunm1e lll Lh<· 

MinisLry of" Fi 1 lUI H T j ,-..; us shown in Lab J • nine below:-

Table 7: Purpo.:-;c' ui' l lw ConunLu1 i (' i\L ion I mrpvoment Progranun ' 

Ef1't>C"Livencss an<..l El'l'i<'L<'IH·y 

Kt'<'Pi ng alI <'lllpl oy<·c•-... i lll.oJ·nK ·d i 11 

curJ•c·nl prcwc•cluJ•c•-..; 

'l'olal 

Numi><•J · 

33% 

') 

A~ i::. shown i11 lablt• 111111' .dl()\<' lll<' 111a.iu1'il\ ul llt•·td"' ol' 

Conununicat ion IJit(,t'll\<'111<'111 l't'og1·amn11· 1s ln J c•c•p all t•mplo\Vt' 

inl'ol nwd in < IIJ'J c•nt j)J'()< c·d•u·c·-... 

llu· f ( llllllllll Ill , l it II I 

0 t. I i I • llt l i ~ .l I tl\ 11 

nun )( • 1 lwlo • 

(cmltl 



The reasons g i vcn t 'ur chuosi ng Lhe compuJ sory managemcnL 

prog1 ·<..II JUlie wcJ ·c as ~"<>I I ow.-; : -

I . Becaw-;c o1· Llw I j llli !.aL ion.-; ui' resources and 

.ski I Led manpuw<:J'. 

No one ~voul d b<· 1-vi I I ing Lo parLicipaLe w1le.ss 

i 'or<·ed. 

i\nd Llw r< •asons g;i v< 'I\ I." or ('hoo.-.; i ng- Ll t<' vo I unt:try 

manag<'IIK'IIL prog1'WIUlX' \vcr<· a .-.; i'ullo\vs:-

1. 'J'hc ()l"l'i <"<'J','-> < <JIIl '<'J'II<'d ill '<' 1 <':--.jX>lhi bl • ulTin•J•:--.. 

'> J'o JtaV<' JWOJ)<'l' 1'ollo\v- 11p of <>ll( p11( of u1Tin•J':--.. 

1. ill<' <' il:--.< ' ol' illlJJl '<l\< ' lll< ' llt .tlld illUll.tll J<•l;ltions. 

~-~-t>. 1'-1<•thod ol' ld<·lll il'ying lntpl '()\!'lll<'Jit 111 (()JIIJlltllli< ·;d I<HI 

in lh<· lini:-.LJ'V or I llhliH<': - II < • m ·l It >tb ot' 

j d< •Jl( j l'y i llg •i•Jilpl c 1\ <'IlK Ill Ill <'oliUllllll j c .tt I Oil iII I it<> \}iII j :--.( 1' \ nt' 

I inaw <' is a :--. lt<JI in I aiJI< • II l>t • lc>\ 

!able 9: \pthod of' ld< ·IJI 111 I<HI 

ud i l i 11 ' 

( J tu · 

Ill!'( I I I 

II ll 

II 



3. J. C 'UMfvllJN I C 'i\'1' I UN POl . I C 'Y 

3.3.1. 'L'he Conununi.<'aLi<>ll Pol i<'y in Ute MlnisLry of l·'inance 

TabLe 10; CommLul i <'aLi on Po I j cy H1 Lhe MlnisLry oi' Finane 

Policy Nwuber PercenLage 

( 'onunw1 i.cal io1 1 Pol i('y 8 62% 

No ConUllllll i <'ill i 011 l'ol i <'Y ~ ~8% . ~ \) 

'I o I a I I .\ 100% 

l't•spolld<·nLs havt• irldit ·a(t•d !hal I,IH· 1\a\l' <OIIUillUIL<cll.ion 

poli<'y in llll'iJ· d<·pal'ln~<·nl:-.. 

J.J.~. 

llw pol i< I lt.tl dt ·a I ith (()J 'litt ill d.ll.l - h.ht ' ill lht• 

it h t• 

Pul H 

ath ''" 

Ill 
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Thu Couuuw t.icaLi._ou 

l'ol i('y <tdopl(·d i>y l.ilv Mini.s!.1·y ol' l: inall<'(' S('(•ks Lo 

maximi ~u as j s .shown be I ow in LabJ <.: 14. 

Table 12: ConumUii<"aLion PoLi._cy adopted by the Ministry oi. 

1: i1laJH <' l'vbximi~A'S 

Maxi mi ~~~· 

hl'f't•t · l i '('tH·s~ 

t·:rr i 1 • i 1 ., \( y 

()ttl ptll 

I ul .d 

liH' J'('"" IJ<IIIdt •JII ..... \IIi (II I,.., - c . ) 

Numlwr Perccntag"' 

·~ 37.5% ,) 

' . ' :17 . 1'X· 
., 

:!)% 

I 00 

lt,t I' j lld j I ,t( I d ( h,d ( h' 

( 11111111 111 i 1 , II It >I I l'u I I 1 .doplt•d ll 1111' lint It• of' ltll.tllt'<' 

.u d t•l , ., ( 11'111 

. ~. I . I IIIII' lM Ill 

II 

II 



'l'aiJI<· 1 .1: 'l'illl<' . IJ\'Id i11 ('<llllllltllli<.d i11g by ll!·;l(),.., ul ' 

.!!.2.1.>3!~~ 1~:2__ i..!}_ l It~:_ ~l_i II i~l l"j ___:_)~~1.2_'~ 

i'erct 'I\ l ag<, of.' I' i_ Ill<· Nw11ber 

80% 6 

<)()'/., c:; 

7U% ') 

I ol ill 13 

1\' r< ·<'lll ag<' 

~l>% 

1<>% 

I c:;% 

lUU% 

/\~ b ,..,1\own in lal>l< · I S abo\!' liH· m;t . ioJ ily 1hkll is 

4<>% ol' lJI<' J ' <',..,j><Hl<i<•fd :-.. '"" JI< 'Ild () j, of' (Ill' II' ( illk' ill 

( OlllllltUI j <;;t( j 11g. 

3 .. ) . Pal'! i<"ul.w t \11 • 

A<< I'J>l al>l1 1< '\l' l :-. ol" < IIIIUUIIIIi<, t iu11 in t h< • 

lillolll<l ': I h • p u l i < 1 tl ,u• !)I uh I< lit 

< onf'J ont I'd b • lu•t.~d.., or d<'( u tu ut,.., in 

111 Jl l I ' I 

" 

H 



/\scan be set'n Crout lal>l<· l(l l><·low lhl' ma.iori.Cy which 

(.' jll.:.111<'(' paJ'l . it ' tlldJ' (ll'llllft •lll ( '\llll'l'llldt•d Ill d\ flit•Villg llw 

acccpLable leve Ls of CununLulicaLjoJt u1 Lhe M.inisLry is Lack 

of Lraining in CommwliC"aLioJt. 

J .J.(l. /\II 100% uf' lit<· J'< 'spundenL.s have agr<·ecl LltaL il 

is co.sL bcnel."icial and d<·sirablt· lo work aL ov<·rcouting llu· 

parLicular probl<·ms <·onfronlt>d in a('hiPving Lh<' <l('C plai>Le 
I 

l<:v<·l s of' Conun1u1 i <"al ion. 

by LIH' 1ini ..... t l',Y ()r I iJJ:UII t•:- I r ( It~ • .lini ( l',\ ol' 

I inan< 1• W!'r<: l o adopl l lw illlpl'o\<'lii<'Jil of' III.Ul.t"<'l'i,tl 

( ouulnmi<'aLion lu· twad~ ol' dt•p.ti'l IIM'Jil..., ht~\t' indi('.tl ·d l h.1l 

d ,,, ulu. tl n 11. 

.!l I ll1 II 

In 

In 

l1 lr 
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!\.-; i .-.; :-;hown j11 L<.tble 17 above, Lhe nw..ioJ .i.Ly, 5 ouL 

oi~ 13 whi('ll i .-.; :\<)% llav<· illdi<·;tL<·d Lllal. lll<· u .-.;<'fuliH':-;,-.; or 

adopLing improvement., or m<.~nager.i.a L Conunw1icaLion .i.n Lhe 

Mjnj,-;Lry or , .. lll<lll(:(' i.-.; llllpruving C'uiiUIIWlj<:<.tLiun and 

under:-;tanding. 



Cll t\1 ''1'1':1-.!. l,.l H II\ 

/\N/\1 . ) ~ 1 ~ lli" '1'111 ·: 1'1\ltvlt\1\Y l>i\'1' ,\ 

Finance• is divide d inLo Llu·< ·c sccLions: 

..t. I. 

4.2. C'orrmltll1i('ation lmprovemenL Programme 

Communication l>o I icy 

4.1. I. I'J'<'SVJIL I <·v<·l ol' ( olllllttuti<·;d ion: - /\s is .-;!town 

is tH '<'d fo1 improving m:utag<·t·i,tl <·ouumuti<'.tl.ion in lh<· 

rv1 i n i :·..t 1 • y or 1 i 11 .~ 11< < • • 

II\ l Ill 

Ministry of' I i11W1< <' ICJ "''' ,,1· I' \hi< l1 

<h·p;wt n~·nt . ~ Ita\<' sl .11 t•d lh.1l I h• · Itt~\<' 1111 ml'lltod ut' 

hi< h . • '< und 

i nd i < .II i c 111 I II.tl ! I <'I< II< 'I •d j' Ill j Ill! l 0 j II 1 1\ II I fl' I i. Jl 

c 1JI1TOI 111 i c , II i on • 

• 2. 

• :. • 1 • ( II I I 

IJJ 4 II lJ I , t(l l it ,, It 

nl 



~., 
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4.2.2. OuL or Lhosc who .-.;aid t.lu·y have Communication 

lnlt>r''J"''IIII'IIl. l'l·ogl'itiiHIK' i11 llu· ~li11i .· l1·y ~~r l : illall< 't' t l11· I'IJit· 

of.' Comrnw1icaLion i mprov<'IIK'IIL progl·anulk' is Lakcn by one 

individuaL which is Llw h< ·ad of' Lhc deparLnK·nL. J:3uL the 

,-.;('IIi ()J' i Jld i vi dtta I wll<) ,-.;I ((Jill <I t akl' I I\(' l't J I (' or 

CtHIUIIWiicaLion illlpJ•ovcHt<'JIL j)J'IJg'J'<UIUIIC should Jlol Jtecl'ssar.l I y 

lx• llw lwad or Llw d,·p<~l'lnl<'lli, h11l ;1 s<·niol' individtt<tl 

who knows precisely LIH· ('orm or ('Olllll1W1J('<.llion of lh 

t>li II isLl'y. 

ldc ·1 1l il"yilll-!, lnipl 'l>\l'll k ' lll 111 ( IJIIIIIIllllic·.tl iu11:- ll1c' 

li 11 i ..... 1 I '.Y ol" I· i ll.tl\1 t' i 

Ill idt•JJ(,j I" i11g iiiiJJJ'0\1'1111'111 Ill ( tliiUIIIIJllt .tl IIIII. 

'J }tp lllC l hod l hat ~~~olll d I 'X' ll~l'd j Jl Ul d 'I l II i dt•Jil l I"~ 

t IH' inlpt·o\<'1111 Ill i11 ( oiiMIIllllic .tl i<JJl ,.., udit iun ( 1 IIUII\Uiic .tl itlll 

<1l IH•t· i I' I h<· oll <'J' ml'llu)(l l h.tl .u t• c•mplo t I i11 

j dt 11(, j f ' j II • j lll!JI 0 (•fl •Jl( Ill { ( llVIltllll ( It I ( 1\ I J J I( 

I I d!' i l ·d I•' I I J ( • 

. I. 1t ut 
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<·o.-.;( l><'ll<'f"i('i ; tl ; u1d d< ·.-.;i l ·;tl> l< · (o \o\tol·k ;d . ov<'I'C:OIIIillg' or 

minimizjng Lhe par~, iC'ttlar problem-.; con1'ronLcd in 

achieving Lhc <H'CepLubl<' kv<•ls o1· ComJnw1jcaLion . 

4 . J . l> . The m;1, juri l y of.' Jwads of' d('parLmenL.-.; ill Lhc 

Mi n.i.sLry of Finane<' ,-.;uggesl e el LhaL j 1' Lhei.r Mini.sLry 1~erc 

lo adopt Lil(' illlpl'o\l ' lll< 'lll <JI' llldJtag<'J'ial C<JJillliWli< ·al iu11 il ..... 

l.t.s<'f'u I nc•,...,,..., I i < 's in I mp1 'o\ i n g ( onumu 1 i C' al i 011 and w 1dersLandi ng, 

whi< It ...... how:-. I o u .... IIH'J'< ' is JH'<'d l'oJ ' imp1·o\ ing managt•J ial 

(' onunun i C' a L i on i n I 1 H' 1'-1 i 11 1 ~ t 1 · y . 



Clli\I 1 1'LR 1,. I Vt·: 

~U~'\JVIJ\1< \ , < 'ONC' I lJ~ I ()N AND lZEC'O~'IMEND/\' 1 ' I UN 

5.1. ::iU~RY Ul ,. '1'111~ ~'I'U DY J\ND I'I'S IU::SUI .' I'~ 

ConunLuli.calion i~ LIH· prucc~ss whereby informaCion 

is lran:->ferred and rcce i ved. 'l 'hi s is accomplished iu a 

Conmtuni <'ilL ion tWo< ·<·.-.,,-.; in wh i cit l IH• .'-iotU'< '<' <'llcodc·~ a 

lhoughl Lnlo a 11\C .'->~ag<' which is tran~mitLcd through a 

ch<.uul<'l Lo a J'<'C< 'i \<'J' who d<'< od<·~ LIH• 111<.''->~agt'. 

'!lll'oughoul Lhis (>1'<1<"<'..., ~ ! lt<'l'< ' ar<' ntutl<'J'<>l~'-> barri<•J..., f'oJ' 

Conumu1icaLion l>r<·ak dmvn, I lltt'-> liH• -.,()lu <'< -.,hould ol>l ain 

f"<·<'d b.!< k I o < IH ·< k t II<' .t< <' tU'.l< ' • ()I' llw ttl<' ;tg<• . 

I L 1..., olll' of" Ill<· lito...,( i 111pnrl a11l l oo 1-., upon 1 hi< h ,11 1 

othei' mwwgc·J·ial ;wt i' it i . ...., ,,j II I><· th• <'tmin<'d b\ lilt• 

c•f"f"<'<'l i V<'ll<':-.:-. of" ( llltUIIllll j < ,d i !Ill. II wough Conum uti< .tl i w 1, 

f"oJ·rn oJ gani t,tl ion... .u d l hi ... h.ul I< d lo our 11<'-..<'J\1 

I< • •l'<til 

( oiiUJlll i< til ion • II J( ol II 1l Ill ,tl h u f u t H n lmt iII tit t 

ltd , I · • II 11 d, 

II h. I II II (hI 

t I 

II 



improvemenl progranuuc, and ~el a c I car cornmunicalion 

policy. 

'l'hi ~ ~Ludy ha~ foLuld oul LhaL Lh<-· prc:-;cnl I eve I of 

manager i.al ComrnwLL<:aL_i_ol I j_JI lhe Mi.ni.;-;l.,ry or Finance 

1s poor. This being Lhc ca~c, lherc is even noL sel ouL 

progrw1m1C I." or i mprm i ng Conmtw 1i.cali.on. 

'l'hi~ sludy ha-.. furLhcr l"ow1d ouL lhaL prcs'nLiy .lll 

t.~L( Ministry or l·' inall<:(' lhc·rc· i .-.; 110 clear !X)]icy in 

C'onunw1ica ion. /\-.. i .-., Ll1c• c·a-.;c· in mo .... L organi2.alions 

l.hi:-. is also lal.<·n f'or· gJ·;ut!c·d 111 tlti:-. MinislJ 
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5. ~. CllNCI .lJ~ I ON i\ND I{I ·:C OMI'11 ~N D/\'I' I ON 

i\s has b<·en d<'llloJL•·d J'al .c·d al>ovt· LIH• poor prcs<·nl. 

LeveL of manageri.al C'onumuticaLi.on in the Mi.nisLry of 

Finance :::;hould be improved. In order Lo improve Lhis 

I eve I of Corrunw1 i.e at. ion, i l. is hereby reconunended ChaL a 

i nlroduc:< ·d. 

l:i.rsl, i\ud.i.Ling Conm1LulicaLion should h<' introduced ;:,;o 

lllal liH· W('(l"llt'SS(',-.; illld -.;( J'( 'III!,lh,., ol' IIH· pl'('"('Jll. I(' c•l or 

ComntlUii('aLion wi II I><' idc'JlLi f"ic·d. 

~·c·ond, ConUIIltJii('ul icJJI IIIIJWO\t'lll<'lll I'J•ugJ'<lllMII<' shottld lw 

l:lllll<'IH•d ill lll'di•J' lo illlJll'll\1' !Ill' Jll'<' I'll( 11'\1'1 ul' 

ConullwticaL ion. 

in ( <)IIUI\llllical in11 hould 

be• d<'vt·loJX'd. :u<lt a poli<\ \ill I· lls<'fu! in tJ<tl Ill" il 

p11 I i <' i < ·s. t\ pol i 1 

JWinc i pl s und lx 1 

lu 

1 

"'il I 'Ill lu Jl d d I ( r I I .I 11 ( ' 1- u I Ill 

i h pi ' nt 1111 ( 

ll 
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) • .'~. I IMI'I'i\'I'I()N <W '1'111·: :-l'l'l!DY 

This study has Lak<'ll into ac:cotu\L Lhc opinions 

of Lhe heads of dcparLm<·nLs ol.' Lhe MinisLry of 

Finance, NairoiJ i, Kenya. Conm1w1icaLion ana Lysis i"rom 

Lh poin.L of view of employee:--. in the MinisLry of 

Finance, Najrobi, Kenya, has 11ot he n 1u1derLaken. 

I i"ce I U l<' :--.Ludy wou I d ha V<.' I><'< ·n moJ'<' ('One lu:--. i_ vc 

ii" Lhis laLl<'J' .-.;idt• Ita.-.; b<'<'JI <·otl:--.idt'J't'd. llOivC\<'1', 

l><·< ·;ut.-.;c of' t. i Ill<' I i llli I at 1 <Ill,.., I \\as 11o! ;tbl <' I o i 11< · l udc 

i L iII my :-,I 11dy. 



7Y -

,\ I' I' E , I> I X 



QUES'I'IONNi\IRE 

Un i v<:rs i Ly of." Nairobi_ 

l:<l<' ttl Ly ol" CollutK~J't'!' 

1<.1 ·;SEi\RCII I '1\.U.J EC' I' 

This r<·.s<'arch pro.ic<:l .-.;<·<·k:-. Lo invesl!igaLe vic\vs on 

• 
llli.lllagcr iaJ ConunLul i ('<ILion, 111 liH' Min.i :-.l ry of 1: i nancc, 

Na Lrobi, K<'nya. 

1 wi II , LIH·P<·I'or<', I><' plca:-.<•d if' you woLtld plcasl~ , 
an-.,w<·r the f'o I I owi II/!, quvsl i oil.-.; on Litis topic. 'l ht• 

i nf'o1 mat i 011 you J)l'o\ i dt• \vi I I I><· l,<•pl i 11 :,.,( ri ('( ('onf'i cl<•ttn'. 

I. II<JW do yotl l'oll (' ()IIJ' (>J'("·•<'JII I('\ t•l or CollUIItUI i(';l( i oll? 

(Lick wiH·J'<' appl'olwial<·) 

bx< t•l I <•nl ---- C:ood \dt •qual < 
----~ ------- Pnot' ----

'I 

111 otu <h·p.uluK'IIl in ll11· \in':-.tr oi' l in,tw t' 

] . !Ill " l l l II 

( u d 

I . I t II I I ll 

II 
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'). It ' y c1111' : ur ·~ 1vc · r · '" qrw ·. l i<>ll \ .diCI\ 'c· i .· "N <> 11 . ( ; tic· lhc · 

t' <' i l."iOil l'ot ' 11<1l. lr:tvirt t.!, Ccrlllllllllli<'<tl io11 lntpt'OV<'III< 'Ill. l'r·og·r·:tllllll<' 

(l. Who (;tkt•:--. lhc• rol< · ol' C'onulllllli('aLiorl lntprov<'lll<'lll. l't ' ogramnK.· 

ln your d<·pc.wLmenL? 

7. SLat<· lll<' c t·iLi<"a l <·l<·nt<'rl(,., }'"t c·ott--.id<·t· in d •((' t 'nti llg lht• 

JIUllli>CJ' of illdi\id~t,ti .-.; ul' llu • lcHIUIIllJti<'.d ion ltll()I'O\\'IIK'IIl 

grollp i 11 yot U' <l<'(>.ll'l IlK •t t! . 

Ill CllU ' d('p.ll'liiM Ill 

lu I 

dl 

I I I) 11 .liiMI 
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LL WhaL rneLhod du you ro I I ow j n i_denLifying if Lhere . i:.s 

need for improven1vnL i 11 Conuuw Li caLion j n your MinisLry? 

12. Do you have pol ic ·y f'or CorrunLmication in your MinisLry? 

(tick where appl'OIW i aL<') 

) c•s No ----

13. II" yow· answer lo qw•sl i()JJ numl>c•r 12 abo\C' is 11 yt>:-; 11 

what. sp<'C'if'ic· point.. .... <' lo you <·onsidt•r· in de e- loping 

yo1 t1 • po I i 1 y :· 

14. If ycHU' :ulshc·r to CJIIP-..1 i<>n llllll~l J' 1:! ,llxl\P is 11 11o 11 

( ' onUIIUJl l C al j Oil Ill \ ()liJ \iII l 

I~. \hI our poll t Ill 

of t Ill I I tl l I I II 



17. i\buuL how III<J.JI.Y ilo\lJ '~ du yotl ~P<'Ild I 1\ CotlUilWiicaLioll j II a 

day? IHllll '~. ----

I 8. SLalc Lhc parL i cuI ar pro I> I< ·m~ ('01\LronLed in il('hieving 

Lhe a<·< ·<·pLablt• lt ·v<· l ~ ot' ConunLuti('aLion in yow~ Min.i:::;lry? 

J 9. I~ iL cosl bc·nef i_c i a I Lu work al overcoming or minimizing 

Lh<' part i<'ular proi>lc ·m-., aL qut• . ...;L ion number I above? 

20. I :-; i L d<· ~ i J'<ti>l <' to 1voJ'k at rni nrrni .'.i ttg ut' oV< 1 <·omi J\g llu 

p .ll'l i< •ttl ;w (Woi>I< •IJI . :-; (at <·d .d <(ll<'...,l ion llllllll)('t' I ' abo\\'? 

:! I . If' yo tll" .1i 11 i :-. 1 l 'V 1 <' I< ' 111 .td~t pl I ht' In pl 1\1 IlK til ul' 

m,ma~>< ' J ' i it I ( IIIIVIItlll i < .tl ton 1 111'1 I' d) ou l hi nl i I:-. 

liSI f'llllli'S oul d I i v . J I '-: ht•J ( 1) Jll 'I J i clll 

•' ) In dt.!,J '< ·< • 1 11" i ud 1 t d 11 a I 

I J 

l I 

cUI 

In 

lr 

in I in. 11 

l " 
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