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Abstract

The present study investigated the use of language in the communication practices of
Commercial Bank of Ethiopia in the context of business transactions of the Bank. Mixed
research design that constitutes convergent mixed method was used to hold the analyses of
the study. Qualitative and quantitative data have been used to regulate the study. The
qualitative data were collected in in-depth interviews, observations and document
analyses. In the quantitative part, questionnaires were used to collect the data and
descriptive statistics focused on frequencies and descriptive that indicate aggregate mean
values have been used to analyze the result. The finding suggests the Bank used only
Amharic and English languages as its major working languages in Addis Ababa where it
served heterogonous groups of customers. It also revealed the Bank used Amharic and/or
English which had the same contents in their written and spoken forms for all customers
that lacked legibility and clarity which could fit to the socio-linguistic variables of the
customers. The qualitative data also revealed that the Bank did not use persuasive
languages and the workers lack competence of business language skills to attract new
customers according to socio-cultural background of the customers. Added to this, the
quantitative data also revealed that 123 (66 1 %.) of the workers did not know any other
Ethiopian languages where they served 100 (33.0%) of the customer respondents who were
poor in Amharic. Moreover, to confirm the results found in the qualitative data, the overall
aggregate mean values of customers’ responses for the clarities of the language used by
the workers of the Bank on five points Likert scale, showed the customers could not clearly
agree to the maximum level with the clarities of the language used by the Bank or workers
of the Bank (M=3.5 (N=273, SD=1.213). In similar context, the aggregate mean values
for the overall quantitative data of workers using different communication strategies to
solve language problems showed the workers use different communication strategies
moderately with their customers in their language use where a high level of using different
strategies was expected ( M=3.00 (N=180, SD=1.271). Finally, the qualitative data result
from interviews and observations provided the Bank was honest in its service delivery
though the data also revealed that there were some public discourses such as the Bank’s
being busy, serving the interest of the government and rich people which had negative
implications. Based on these facts, it is recommended the Bank should revisit and
restructure the use of language in its communication practices. It should also use the
language according to the context of its heterogeneous customers. Ended, it is important to
provide induction and continuous trainings on how to use language in business
communication and solve language related issues to its workers.
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Definition of Oprerational Terms or Phrases and Acronyms

Communication: The ways through which the intended message of Commercial Bank of
Ethiopia is delivered to the customers and the customers understand the language

used and received the delivered messages.

Communication practices: The activities that the Bank used in using languages and
Figures or symbols through different channels of communication to address its

business objectives to its customers.

Communicative competence: The ability of using understandable language to deliver

messages from the sender to the receiver.

Discourse: All the verbal's or non verbal's elements of language which can be used in
speech's of the customers and the public and accepted as true and accepted
meaningful norms and activities of CBE and influence the way the
customers/public act and think and talk about the the Bank and react to its

business activities.

Language in use: The language that the Bank used in its written and spoken documents

to transimite its business activites.

Use of language: The expected norms of language in use for how the language should
serve the business activities of the Bank.
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CHAPTER ONE: INTRODUCTION

This chapter consists of background of the study, statement of the problem, objectives of
the study, research questions, significance of the study, scope of the study, limitation of
the study and organization of the study.

1.1. Background of the Study

Language is one of the valuable assets that are needed in communication tasks of an
organization including business activities like banking. To attract new customers and
serve the old ones, language should be used in the way that it fits the context of the
communication events of the organization and the customers or the public that receive the
message. To confirm this idea, research findings reveal that if an organization uses the
languages that can be understood according to the local context, it can bring good will
and mutual understanding between the organization and its publics (Asemah, 2011; Khan
& Khan, 2012; Grunig, J. E. & Grunig, L. A. 1998). To this end, Guffey & Loewy (2013)
and Cameron (2005) argue that many scholars are attracted in the fact that language
competence and strong communication is a valuable commodity in competing in the local

markets in business.

To strengthen the facts stated above, it should be noted that language is a powerful tool
for human beings to communicate effectively with others (Kannan & Tyagi, 2013).
Accordingly, Commercial Bank of Ethiopia (henceforth CBE), which started as an
organization of modern banking in 1905 with the establishment of Abyssinian Bank
(Abreha, 2015) and has a vision of becoming a world-class bank by 2025 (Yishak,
Ephram, Abreham, Asfaw & Dereje 2014), needs to use the clients language effectively
to communicate with its customers and the public to achieve its objectives. It should be
noted that the Bank has a mission of modernizing the national payment system in the
country to develop an efficient, reliable and safe infrastructure for payments and
securities settlement that complies with international standards and best practices which
fits into the Ethiopian environment by considering the customs and business practices of
the users (Woltjer, 2009). Regarding this, the role of a language can be immense to
satisfy the need of its customers. Kannan and Tyagi (2013) stress that the use of right and

effective languages in spoken and written form brings success to an organization which



can also play roles in CBE. To strengthen this idea, the outputs of many studies reflected
that when language addresses the messages intended to be communicated effectively, it is
regarded as specialized communication agency (Amujo & Melewar, 2011; Duch, 2012;
Mpunzana, 2012) which were recognized as resources that could contribute to the
competitive advantage (Grunig, J. E. & Grunig, L. A.; Ni, 2006) for an organization to
enhance the development of its business activities in many directions. For instance,
Obinna (2009) found out that if workers and customers have full knowledge and
understanding of language, the practice of language use in communication practices is an
inevitable tool used in enhancing the growth and development of the banking industry.
He confirmed that it creates good customer relations, worker relations, stake holder
forum, customer award, worker’s awards, training and re-training program that are useful

for the development of the banking industry in using appropriate language.

It can be assumed that if commercial banks use language properly, they may overcome
the mode of communication which is more complex and improve their quality of internal
and external communications in using simple languages in their communication
practices. For example, Louhiala-Salminen, Leena and Kankaanranta (2012) explained in
internal communication where team briefings, notices, reports, memos, face to face and
e-mail are used, good skills and knowledge of languageuses are needed. In a similar way,
Louhiala-Salminen, Leena and Kankaanranta (2012) pointed out that in external
communication when letters, fax, direct mail, internet, video, telephone, advertisement
and website facilitate various means of communications, a language which is used as a
means of communication should be understood by the public. Thus, Louhiala-Salminen,
Leena and Kankaanranta (2012) stressed that in order to advance in the world of business
work where communication is complex, multi-faceted and dynamic organizations should

know how to manage language in use in their communication practices.

To the contrary, some studies show that there are various challenges that are facing
commercial banks in their language use to make effective business communication. For
instance, studies conducted by Salameh and Jarad (2015) in Palestine revealed lack of
good skills in English resulted in failure in dealing with foreign customers, understanding

new electronic administration requirements and dealing with English documents and



endorsements to get the use of foreign experience in developing the banks' work. As a
result of this, interference was made to create high awareness for the need of English at
bank's environment in this country. Similarly, Udegbe, Ahmed, Ganiyat & Kareem
(2012) identified that in multi lingual Nigeria, the effectiveness of business
communication has attracted some fears, worries, lack of trust, racial, tribal, cultural and
religious discriminations and undefined areas of responsibility that has much relationship
with the practices of language in use. These can imply that lack of good knowledge of an
international language from outside world and diversified local languages from inside the
country can affect the communication of the banking sectors. Moreover, Bisen (2009);
Blundel (2004) and Cornelissen (2004) also identified that poor communication that
arises from poor uses of language is one of the main challenges in any business
organization. Mpunzana (2012) also showed that language barriers are one of the major
obstacles that lead the relationships between a bank and the public at risk in multilingual
South Africa.

On the other hand, Jinadasa (2016) emphasized that in the varieties of tools and
techniques which are used to make effective forms of communication in public relation
campaigns, language has been used for a credible and live form of interactive verbal
communication. In this case, scholars suggested that language in use should be studied in
communication to understand and promote business activities in any organization (e.g.
Asemah, 2011; Okudo, 2014; Sandin & Simolin, 2006; Scanlan & Turk, 2004). This
means when communication addresses the intended message in clear language in its
channels of communication, the goal of the organization can be succeessful. Added to
this, it is also believed that in this complex world, organizations basic survival depends
on successful interactions with other people (Blundel, 2004; Cornelissen, 2004); Harri &
Nelso, 2008).

All the ideas mentioned above imply the importance of the roles of the use of language in
business is immense to communicate with customers, competitors, employers, employees
and colleagues. From these perspectives, Walsh, (2011) confirms understanding the roles
of foreign language will be beneficial as it assists understanding of conversations,

communications and negotiations between practitioners and customers. It is also



identified that the business environment has increasingly expanded outside single nations
or regions of the world to encompass many differing countries and understanding the
globalization of business practices as an important area and thus, researchers and
academics have been studying the subject of business in multicultural settings for decades
(Ablonczy-Mihalyka, 2009). Other than this, the issue of the use of language barriers is
particularly critical during intercultural service because customers may struggle to
communicate what they want or even get necessary information regarding products or
services (Kim, & Mattila, (2005). Thus, Grzeszczyk, (2015) noted thatlanguage barrier is
placed as the most important factor causing miscommunication in businesses
(Grzeszczyk, (2015) that needs clear investigation. On the other hand, in bank’s business,
Sandin, and Simolin, (2006) clarified communicating in clear and simple language as

promotion tools is vital for its business success.

It is also identified that in banking sector businesses, investment in the development of
the language skills can directly benefit the development of the business of the bank
(British council, 2007). As far as language in use is concerned, British council, (2007)
emphasizes current needs and the demands of the present must also be considered
alongside changing global patterns of economic and cultural exchange interms of
languages needed in the future. Added to this, research identified that trained bank staff
who have good language skills and language competencies will be able to face most of
the challenges and requirements of a competitive sector in banking (Para, (-). Regarding
this, as CBE, is a leading bank in Ethiopia which was established in 1942 and pioneer to
introduce modern banking to the country and leading African and plays a catalytic role in
the economic progress and development of the country, its language use needs to be
studied. More over, it is the first bank in Ethiopia to introduce ATM service for local
users and pioneer to introduce Western Union Money Transfer Services in Ethiopia
which has long-standing relationships with many internationally acclaimed banks
throughout the world. It is also aggressively expanding its branches across the country
with the objective of increasing the saving habit of the society while being closer to the

unbanked society. This can imply the study of language use can determine its means of



communication as lack of good language use may endanger the efficiency and therefore
the profitability of the bank (Ebisa, 2013).

It is also worth mentioning that the importance of studying language use may arise from
its being the the largest financial constitute system of the country (Keatinge, 2014) that
gives service to multi-ethnic groups. From this context, it is believed that multilingual
strategy can cause feelings of inequality and confusion in everyday routine works of the
Bank when there is no clear and explicit guidelines as to when, how and why the Bank
uses the languages that should be used (Louhiala-Salminen & Kankaanranta, 2012). This
can suggest that there is enough reason to make empirical study on the influences of the
language in the communication channels of CBE in its communication practices.
Accordingly, the study of language uses in communication channels of CBE that focuses
on the background of the customers and the public can give benefit for all the
stakeholders. Thus, with backdrop of the importance of language in use in the
communication practices of business organization in general and commercial banks in
particular, the researcher is inspired to investigate the language use in the communication

practices of CBE.

1.2. Statement of the Problem

Using appropriate language in communication is mandatory condition for sustainable
development of an organization which can also play an integral part in the banking sector
(Grunig, J. E. & Grunig, L. A., 1998; Yang 2005; Grunig, 2006). This happens because a
bank system and workers of a bank need to communicate with many different people for
many different business activities of their organization in clear and simple language. This
in turn shows that good relationship is created when the language used in the system and
workers of the Bank use simple and clear language in their communication practices.
This means all the documents and medium of communications that the Bank uses to
communicate with the customers and introduces its products to the public should be
delivered in clear language that they can understand. In addition to this, workers of the
Bank need to know what to say when they talk to customers, workers, suppliers, sales

people, investors and people whom they lend money and understand what they say to
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them. When they create relationships, they need to send clear message, check to see that
others understand them, listen actively and check to see that they understand messages
from others depending on the contexts. Regarding these, communication practices play a
greater role in today’s competitive environment in business for monetary policy making
when Banks communicate effectively with simple language in their channels of
communication (Ehrmann & Fratzscher, 2005). Moreover, studies show that possessing
linguistic skills in the national language and English as international language are
important in a bank for its business expansion; however, the possibility of

communication in just one language does not suffice (Abdullah & Talif 2002).

Furthermore, how we use language in communication can play pivotal roles in increasing
the achievement of financial target, reputation and customer’s loyalty for a bank. For
example, Uduji, (2013) agrued that to establish contact with three important sections of
the public such as customers, shareholders and workers and secure mutual understanding
and cooperation of these three groups and promote the bank’s services and products,
communication is mandatory. Added to this, Yang, (2005) indicated that effective
communication programs and functions contribute to organizational effectiveness
through good communication. In this aspect, Cook (1992) identified that the effectiveness
of communication is considered as effective when it is revealed in the public discourses
through the medium in which different types of acts and communication evolved to each
other in the language used and the public perceive it positively. From this point of view,
many scholars recommended that organizations should reexamine their core
communication processes to identify information source to promote their business in their
language use (e.g. Prindle, 2011, McConnell, McFarland & Common, (2011). These
scholars believe communication is a core point to the success or failure of an organization
which is heavily affected by its capabilities of using language (Tourish &Hargie, 2004).
Biniyam (2006) on his part indicated that the primary role of communication is to
promote the activities of the organization by giving information in using clear languages

in its channels of communication.



From the facts stated above, it is understood that language use can operate in concert
situation in the context where the information aspect of communication is important in
different communication channels of a bank. For example, to create knowledge that can
help in shaping opinion to win goodwill that could be built with the aid of public relation
(Oyeniyi, (2000), language is vital. From this perspective, Andersen and Rasmussen
(2002) considered in exploring the fact that language in use can be used in influencing
the communication networks in controlling and co-ordination processes and procedures
as a source of power to clarify to the public structures and objectives of an organization.
Hon and Grunig (1999) also show that to succeed in their business work, organizations
need various components of relaionship maintenance strategies that needs clear language.
This means organizations like CBE should use clear language in their relationship

maintenance strategies to achieve their objectives.

Moreover, Russo (2001) identified there is an increased sophistication in the tools
available for communication that need the ability to speak a common language, to
translate the clients’ messages to a lay audience and to continue meeting new goals and
objectives of the organization in maintaining relationship. It was also found out that
customers prefer one language over the other and understanding complex phenomena in
commercial banks need understanding languages (Abdullah & Talif, 2002). These reflect
lack of language competency of the workers can be a barrier in the promotion system of a
bank (Duggan, 2009). On the other hand, effective communication system can create
sympathy about relationship between the Bank and the customer by giving broadest
information about its activities. This can put into practice when the Bank communicates
with full knowledge of native and international languages to operate at local and
international level market in their communication channels using appropriate language
(Doddaraju & Narayanareddy, 2013; Path, 2014).

Inspite of the importance of language to presente a comprehensible communication
message to the user by understanding people’s language use (Kukulska-Hulme, 1999), in
many studies conducted so far on CBE, problems related to language use have not been
focuesd on the communication channels of the Bank. For example, study conducted by
Ayana, (2014) was focused on problems related with technological communications like
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adoption of E-banking. The result revealed that the major barriers in Ethiopian banking
industry is the adoption of electronic banking such as security risk, lack of trust, lack of
legal and regulatory frame work, lack of ICT infrastructure and absence of competition
between local and foreign banks. Similar to this, study conducted by Gardachew, (2010)
was focused on the practices, opportunities and challenges of E-banking services of the
Bank in which he identified that electronic-banking is not well known. In addition to
these, Ponduri (2016) conducted a study on information systems and identified similar
problem in which the workers worried about the system and information sharing of
human resource in which they faced difficulty to store, retrieve and share and maintain
information. On the other hand, to find a resolution for the out put of these studies,

understanding their language was immense but it was not focused on at all.

Other study conducted by Teshale and Singh, (2016) focused on the relationship between
service quality and corporate customers’ satisfaction. In this study, the researchers
indicated that service quality of the Bank is a significant predictor of small, medium and
large-sized satisfaction. Moreover, study conducted by Kebede and Eshetu, (2012)
focused on similar context of service quality and customer satisfaction after the
implementation of business process reengineering in Ethiopia. Again in the finding of
these studies, the researches work gave the researchers a ground to conclude that CBE
had undergone many changes in connection with empowering workers and introducing

new service delivery systems and customer satisfaction.

Though the researches done so far have not emphsised on the study of the language used
by CBE, the accomplishment of its business work needs to use a language effectively.
For example, Cornelius, (2016) identified that the right to information in plain and
understandable language is a basic right of consumers to prevent practices where
vulnerable consumers enter into agreements of which they do not fully understand its
content and consequences. Thus field of applied linguistics is where solutions to such
real-world language problems are pursued. In such a context, the researchers who have
done researchs on CBE were expected to say something about problems related to

language in use of the Bank though they said nothing about them. Contrary to this,



Sandin and Simolin, (2006) identified that banks do not utilize properly their
communication activities by paying much attention to the ways they use language in
many tools that they implement to address their objectives. From these points of view, it
can be inferred that though language in use has its role in communication, the focus given
to language in use in the communication channels of CBE has been little. On the other
hand, research finding revealed business communication and language go hand in hand
with each other in order for companies to achieve success with it consumers and
employees’ satisfaction (Yanaprasart, 2016). Moreover, Yanaprasart, (2016) assuered to
achieve this goal, language seems to be gaining importance from companies and
governments which indicates the necessity to educate their nationals on foreign language
and providing additional funding for language programs and making it compulsory to
learn a language at a young age to improve their competence.

Now that based on the researches conducted so far on CBE and the exsting literature on
the practice of the language use of the Bank, one can easily see a research gap that needs
to be bridged in Ethiopian context. Therefore, in this study, an attempt was made to fill
the gap and study how language in use in the communication channels of CBE’s affected

the communication practices of the Bank in Ethiopian context.

1.3. Objectives of the Study
The objectives of this study are divided into general and specific objectives.
1.3.1. General Objective of the Study

The main objective of this study was to study the use of language in CBE’s
communication practices and see how the languages used were deliverd the intended

messages to the customers in the communication channels of the Bank.



1.3.2. Specific Objectives of the Study

This research was guided by the following specific objectives.

1. To identify the nature of language in use in the communication channels of CBE.

2. To identify how language use related problems influence CBE’s business
communication.

3. To find out and analyse workers language competences in solving language
related problems.

4. To find out and analyse the influence of the languages used in the discourses of

the customers/ publics on business activities of CBE.

1.4. Research Questions

In line with its specific objectives, this study is designed to address the following leading

research questions.

1. What is the nature of languages used by CBE in its channels of communication to
addresse the business communication practices of the Bank?

2. How do language use related problems influence business communication of
CBE?

3. What are the competences of the workers in solving language related problems?

4. How do the language used in the discourses of the customers’ / public influence
CBE business activities?

1.5. Significance of the Study

This study investigated intothe language use of CBE in its communication practices. It
described and analysed the use of language in the communication practices of CBE’s
channels of communication and indicated in detail how language use could affect the
business transactions of the Bank. Thus, it is believed that this study can have significant
role for policy makers, CBE communication department and other stakeholders to give

place for language use in the business communication practices of CBE. The theoretical
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part of this study can help the police maker to get a clearer understanding of how
language use can affect communication practices in any channels of communications.
Regarding this, this study can suggest what happened in the way CBE used language
which lacked focus in the previous local research and can help the communication
department of CBE on how to improve the language use of the Bank in its
communication channels. Thus, when the communication department of CBE intervenes
to strengthen the communication practices of the Bank, it can provide them to get good
insght on how to improve the Banks language use in their communication practices.
Added to this, the methodological part of the study can help the Bank to make further
study on theuse of language and facilitate more opportunities to solve the Bank’s
language use related problems in its communication practices to facilitae more business
commincation activities by making other researches. This can be implemented through

the research department of the Bank.

Moreover, this study can also contribute to the practical knowledge of the stakeholders
and the customers to realize the language use. of CBE. It helps them to know the
influence of language in business. Added to this, it can be more useful particularly to get
further awareness and understand the values of effective use of language in the
communication practices for the stakeholders during their career while communicating
with CBE and other people in their business transactions. It can also help CBE to
understand the inevitable cultural differences among people and make them aware of
using languages according to context using different strategies to improve the language
use of the Bank. Furthermore, the findings of this research can be used as benchmark for

future studies in similar context for banking sector.

1.6. Scope of the Study

Though the areas of the practice of language use in communication is broad and many
factors are involved in it, this study was confined itself to study the Amharic and the
English language in use in the communication practice of CBE. The raw data used for
qualitative and quantitative analyses were collected from the languages used by the Bank

during the study period. Thus, the study focused on the written and spoken languages
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which had been used to facilitate communication systems of the Bank. At a time, the
Bank used many written documents and spoken discourses as a means of communication
in its channels of communication. From these written documents, this study focused only
on some samples of flyers, brochures and receirpts. In addition to this, from the spoken
languages of the Bank, content analyses of the documents of samples from television
(TV) program were taken into considerations. To get further information about the
language in use of the Bank, questionnaires and interview questions were also held.
Regarding this, location of the research area was only limited to five branches of CBE in
Addis Ababa namely Hamle 19 branch, Sidis Kilo Campus branch, Kidist Mariam
branch, Kidist Silase branch, Aba Koran branch and communication department of CBE
at head office for interview and observations. Added to these, some other few baranches
were selected to distribute the questionnaires. Moreover, all the information that sounds
good was included from beginning of the study time in September 2014 to the sumbision
of the final diraft till December, 2018. However, the result of the major findings was

mainly limited to the data collected from March, 2017 to December 2017.

1.7. Limitation of the Study

This study used mixed method research (MMR) which was based on pragmatism
research paradigm that needed to investigate the practical activities and actions of the
study population of CBE. At the beginning, it was planned to observe by audio and video
recording while the customers were communicating with the workers during service
delivery to record oral language of the clients and workers of the Bank with some written
documents which the Bank used for official purposes. But during the data collection,
unusual acts occurred and the customers and the workers felt inconveniences to be
recorded and the officials to give documents used for official purposes. Thus, lack of
audio and video recording was resulted in inability of observing different customer
service officer at a time to see exactly what was going on during service deliver in all the
context of the Bank and analyse written documents of the Bank with support of visual
documents repeatedly. To compensate this limitation, other methods were used. To do so,
the direct audio video recording was changed to content analyses of the speeches made

on TV by the customers. Moreover, and observations of the language use of the workers

12



during their service delivery was made. To do so, semi- structured observation was made
by desingning points that could be focused on. Following this, each point was observed
separetly and reapeatedly five or six times at least for an hour to get further insight about
the language in use in the communication practices of CBE during their work career in
their office. Added to this, the written documents used by the Bank in the form of receipt
and samples of written documents used for promotion were used and analysed to see the

written language in use of the Bank.

1.8. Organization of the Study

At the very beginning, this study was supposed to be divided into six chapters by dividing
the review of related literature and theoretical frameworks of the study in separate
chapters. However, in the course of the study, after the methodology was decided to use
as parallel mixed method research and data was collected, significant improvements
were undergone and it became more appropriate to put the review of related literature and
theoretical frameworks of the study into one chapter. Following this, after the inclusion
of review of related literature and theoretical frameworks of the study into one chapter,
change was made and five chapters were produced. Accordingly, the first chapter
introduces the introductory part of the study. In this introductory part, it starts by
presenting the background of the study. Following this, the chapter discusses the
research problem in brief by narrating the role of language in how to make business
communication. Then, the chapter sets objectives of the study that followed by research
question to be answered and it further goes into explaining the significance of the study,

scope of the study, limitation of the study and organization of the study.

The second chapter presents review of related literature and theoretical framework of the
study. Like the first chapter, it reviews literatures which are related to the use of language
in the perspectives of business communication by starting defining communication and
then presenting how language should be used in business communication practices. In the
theoretical frame works of the study, it presents how systemic functional grammar,
speech act theory, and grounded theory were adopted and used as theoretical frame

work of the study to fit the objectives of the study which focused on business languge.
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Then, the third chapter presents the research methodology. In this part, it explains the
reasons for choosing parallel mixed method research, how the quantitative and qualitative
phases of the study are used, describes the research setting, research participants,
methods of data collections, data transcriptions and translations. Following these,
techniques of data analysis and interpretation are discussed and how pilot study was
conducted and the lesson learned from it is presented. Finally, the credibility and
dependebility of the research tools and ethical considerations undertaken in the course of
the report are explained. The fourth chapter presents the analysis and discussions of the
data. In the analysis of the data, the demographic profile of the research participants and
the contents of the data are described and analyzed. The last chapter presents summary,
conclusions and recommendations of the study. In the conclusion part, an overall
summary of the study is held by briefly summarizing the major findings of the study.
Following this, conclusions are made from the major findings to achieve the specific
objectives of the study and recommendations are suggested to make possible ways

through which the major problems identified in the study can be solved.
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CHAPTER TWO: REVIEW OF RELATED LITERATURE AND
THEORETICAL FRAME WORK OF THE STUDY

2. Introduction

This chapter presents reviews of related literature and theoretical frameworks relevant to
the objectives of the study. The first section of this chapter presests review of related
literature. In this section, it begins by defining communication from the perspectives of
different scholars’ view relating it to language use in the business communication
practices. Then it presents for and against how language should be used in these
communication practices of CBE focusing on language in use. To do so, the review
began by presenting the importance of communication in an organization. After the
discussion of the importance of communication, strategies of communication practices;
using language effectively in different models of communication in sending and
receiving messages; effective uses of language in communication practices and the role
of discourse in communication practices were discussed. Added to this, language uses in
the components of relationship maintenance strategies were discussed. In these
relationship maintenance strategies, control mutuality, trust, commitment, satisfaction,
communal relationship and exchange relationship were taken into account. In the
discussion of these maintenance strategies, due attention was given to language in use to
see how these strategies could influence communication practices of an organization in
using effective language. Next, the literature on linguistic features of business
communication was explained. In these linguistic features, the characteristics of verbal
and non-verbal communications that constitute oral verbal communication, written verbal
communication and body languages were reviewed. The last section of this chapter
reviewed mass communication and barriers of communication concerning the research

agenda.

The second section of this chapter gave due attention for the theoretical frameworks of
the study. In the theoretical frameworks of the study, systemic functional grammar,
speech act theory and grounded theory were used in the way that they fit to the objectives
of the study. In all the theoretical frame works, focus was given to the language use and

in these theoretical frameworks, it was also argued for and against how language should
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be used in the communication practices of CBE in the Ethiopian context based on the
identified research gap of the current study. In the selection of these theoretical
frameworks for the study, how they were used in the context of business communication
was considered in the analyses of the findings and discussions made.

2.1. Review of Related Literature

This part reviewed the concept of communication about language use in the context of
communication practices of CBE that explained conceptual issues pertinent to understand
communication practices of the Bank concerning language use in the context of business

communication.

2.1.1. Definition of Communication

Scholars define communications in many ways depending on the purpses for which they
use it. Concerning this, Fiske (199 and Kennedy (2009) stated that communication has a
diversified characteristic feature which can be understood from the context of the
particular topic it wants to express Some scholars define communication by relating the
word to its Latin root the word ‘communicare’ and indicate that its meaning is to impart,
to participate, to share or to make common. This implies the sharing of ideas in which the
sender and receiver of the messages have common interest and equal understandings on
the messages delivered (e.g. Bisen 2009; Overton, 2007). Indeed, this goal can be
achieved if anyone can use a language effectively. This implies that communication is
interchange of thought or information of facts, ideas and viewpoints between two or more
persons that brings about mutual understanding and commonness of interest for desired
action by exchange of words or symbols that can function between CBE and its
customers. In addition to this, Guffey and Loewy (2013) define communication as the
transmission of information and meaning from one individual or group to another
focusing on meaning to elaborate its central objective of the transmission of meaning.
This process involves the context in which the sender encodes the idea and send message
over a channel in which the receiver decodes the messages and give feedback to the

sender by understanding the message.
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Hovland (2005) on his part defines communication as more than providing information.
He argued that it goes to the extent of fostering social awareness and facilitating public
democratic dialogue. More over, it defines it as about contributing to evidence-based
policy and building a shared understanding which can lead to social change. He also
further strengthens this as about creating space for the voices of the poor to be heard and
ultimately redistributing power. Kukulska-Hulme (1999) in turn implies that
communication is a good way of using language through which we maintain certain
standardize and conventions to preserve the language for the sake of good relationship. It
is also possible to say that communication is talking to one another, spreading
information, our hair style, literary criticism and endless list that includes all social
interactions through which how the concerned messages or texts can interact with people
in order to produce meanings in our culture (Fiske, 1990). Communication can also be
defined as the dynamic, ongoing process of creating and negotiating meanings through
exchange of information by words or symbols in verbal and non-verbal interactions either
using language or using sounds and gestures (Bisen, 2009; Theaker, 2004). This reveals

that communication can go beyond using language.

These definitions which are given to communications show us that there is no one simple
definition through which we define communication but in all the cases with the variations
of its complexity, we can see that there is messages which should be understood between
the sender and receiver by overcoming all the barriers that may exist between the two.
Thus, communication is a complex and multidisciplinary concept across several
disciplines that use the term and there is no consensus on exactly how it should be
defined. However, each discipline has its ways through which it defines communications
to make common understanding among the members of the discipline and its clients in

which language in use plays an integral part.

For instance, in business communication which is the concern of this study, we can
define communication as a process of transmitting information and thoughts between
various parts of an organization and to people outside the organization (Khan & Khan,
2012). This may include the process of sharing emotions, thoughts and information

between two or more parties and uncovering common meanings. According to Guffey
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and Loewy (2013), business communication can be defined as comprehending the verbal
and non-verbal meanings of a message depending on the culture of the society. This
shows that the definitions that we give to communication is vast and it includes both
language and non-language phenomenon that we need to investigate in the study of the
communication practices of CBE in the current context in which it focuses on how

language was used to communicate with its customers and attract new ones.

2.1.2. The Importance of Communication in Banking Sector

In today’s competitive environment, communication plays a greater role in business. This
means it is important in banking sector as it has great contribution for its development.
Accordingly, to contextualize the current study, it is essential to review about the
importance of communication as the skills of communications need to be given due
attention like other constituents such as finance, job skills and infrastructures in business
organizations like CBE. As far as the importance of communication skill is concerned,

Banihashemi (2011) explained it in the following way:

Communication skills have great importance in the work area just as they in all
areas of life. For most of the professions, communication skills such as being able
to express one or to understand the others correctly are required for success and
satisfaction at least in elementary level. Even though an organization performs its
tasks more efficient than expected, one should know that this success will not
continue so long if it lacks the same efficacy in communication (p16).

Banihashemi (2011) argues that the success of an organization cannot be achieved
without effective communication that creates common understanding between the
organization and its clients. From this point of view, it is possible to say that
communication is important in all areas of life including business of CBE. Harri (2002)
and Harri and Nelson (2008) strengthen this idea implying that communication is
considered as the lifeblood of any organization that dominates effective team
performance activities. Bisen (2009) and Banihashemi (2011) also give additional
information indicating that communication is the life blood of any organization like blood
flow in the human body which is also the concern of CBE. They stressed that the main
purpose of communication is to effect change and influence action which is essential to

effective team performance by coordinating material and human elements of the
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organization as an efficient network. This can justify that the importance of
communication goes to the extent that it determines the existence of the organization.
This in turn assures if CBE cannot communicate properly in all directions within inter
organizational linkages in all its activities and with other external bodies, its failure is
probable in the achievements of its work and discontinuity of its success due to lack of

efficacy in communication.

Moreover, the importance of communication is also considered as one of the basic
functions of management in any organization (Bisen, 2009). Bisen (2009) also noted that
as communication is a process of transmitting information, ideas, thoughts, opinions and
plans between various parts of an organization, good and effective communication is
required not only for good human relations but also for good and successful business in
business organization like CBE. Bisen (2009) particularly emphases in a business, its
success to a large extent depends on efficient and effective communication. According to
Bisen (2009), business communication takes place among business entities, in market and
market places, within organizations and between various groups of workers, owners and
workers, buyers and sellers, service providers and customers, sales persons and prospects
and also between people within the organization and the press persons that need to use
language which can be understood by all the communicators. Accordingly, it should be
note that these business communications should work smoothely in the business entities
of all CBE’e stalkholders.

The importance of communication in business organization also shows the inter-links
between the buyer and seller or members of the organization with other authorities that
facilitate its business. This kind of communication has direct implication with banking
sectors to facilitate communication among the inter group members, other organizations
or the government bodies so as to make the sectors effective and successful in their
business. It helps them to send all messages that they want to send and receive all the
messages they want to receive for official purpose and to run their business. Regarding
this, if there is effective communication among the members and the concerned body of

CBE, it maintains a good human relation in the organization by encouraging ideas or
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suggestions their customers and the government bodies to supply and motivate the

members of the Bank to accomplish their tasks effectively.

Regadring this, Hooker (2008) identified the importance of communication as
fundamental issue in business. This scholar elaborated that as business activities are
created and exchanged through the close coordination of many persons from a single
village to across global distances, it requires intense communication. Added to this, Bisen
(2009) suggested the main purpose of communication is to inform, or to bring around to a
certain point of view or to elicit action that includes instruction, integration, delivering
information evaluation, showing direction, teaching, influencing, image building and
giving orientation about business organization in which language in use plays a vital
role.Guffey and Loewy (2013) also stress that as good communication skills are essential
to the success of an organization, it needs to take a closer look at to the communication
process. This importance of communication and the efficiency of this process are raised
from the perspectives of their dependence on handling the complex resources of linguistic
conventions and operation of vocabulary, structure and punctuation in its language use
(Kirkman & Turk, 1989). Regarding the importance of the areas of communication in the
banking situation, it is identified that ccommunication is important in the meetings,

correspondence, communication between employees and clients (Abdullah, 2002).

2.1.3. Strategies of Communication Practices and its Language Use in Bank

Communication practices and its strategies may be implemented in different
organizations according to their goals and objectives. These different strategies of
communication practices are aimed to be practiced for the effectiveness of the
organizations by setting out different programs. In this communication practices,
language is one of the elements that need to be investigated from dimensions of its uses.
Based on these facts, in the language of business, communication is means of covering
one’s defects and attractiving customers toward one’s organization (Overton, 2007). It is
also a strategy that promotes programs such as media relations, community relations or
customer relations by affecting their cognitions, attitudes and behaviors of both publics

and members of the organization to bring positive relationship among organizations and
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their public (Grunig, L. A. et. al., 2002). To achieve this goal, in the use of language in
communication practices of a bank, strategies in which language use is put into practice
should be recognized. From these strategies, the importance of the knowlege of language
use is immense. Abdullah, (2002) stated that it is important to put the management of
language knowledge within the banking industry into its right place and cultivate to
enhance the competitive position of the bank and allow for competitive advantage. The
issue of building these competitive advantage is also a question of continuously adjusting
the decision processes within theBank to society’s changing norms and values. These
norms and values which are relevant to the Bank can be reflected in the decision making
processes of the Bank and finally communicate to the public that the Bank’s behavior is
legitimate (van Ruler and Verc'ic, 2004). Thus, the communication practices focus on
this strategy become a social practice. This can help the Bank when these practices fit
into the social environments and working on relationships between the Bank and its
customers to help in bringing about social and economic development and completing

social tasks by using language effectively.

However, in the contemporary society of 21st century, communication is diverse and
more complex that ranges from the mass media and popular culture, through language to
individual and social behavior that needs to be studied focusing on its roles and
challenges (Fiske,1990; Mpunzana, 2012). Fiske, (1990), explained that all
communication involves signs which are artifacts or acts that refer to something by
signifying constructs and codes into which signs are organized and determine how they
may be related to each other. These signs and codes are transmitted or made available to
others and received as communication in communication practices when they give
meaning to the receiver. Fiske, (1990) also assumed that communication is central to the
life of one’s culture and consequently the study of communication involves the study of
the culture of the society in which it is integrated. Regarding this, organizations make a
plan of communication programs strategically by identifying strategic publics and using
the programs that could fit to the culture of the local context to build stable, open and
trusting relationships with them (Grunig, J. E. & Grunig L. A., 1998). In addition to this,

good communication practices are not focused exclusively on good stories and it never
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hides from the tough issues that need to be addressed through high language skills in the

language use of a bank.

Thus, the strategy of communication practices develops plans to communicate and
maintain relationships with commercial and other public groups in order to gain public
trust and/or mutual understanding (van Ruler and Verc“ic, 2004). In order to achieve
these goals, in the language use of bank, it prepares programs for the Bank and its
members to help the organization formulate its communications. It also helps all the
members of the Bank to become communicatively competent to respond to societal
demands and its stakeholders such as shareholders, competitors, suppliers, workers, local
and central government and the local community (L’etang, 2004; van Ruler & Verc’ic,
2004). In this way, the way CBE creates relationship with multiethinic group of the
Ethiopian people needs to stress on language use that can help the Bank in many ways as

its strategies of communication practices.

For example, Thornton (1964) cited in Obinna, (2009) asserts that a concern for public
relation is a pre-requisite of optimum growth in banking as in any other business
organizations. He declared that it helps a bank to promote the service/products of the
bank and protect its good image. Added to this; he confirmed that it establishes mutual
understanding between the bank and its present and prospective customer in identifying
and executing activities/projects that would in general enhance the bank’s good corporate
citizenship. Further more, he confirmed that it serves as an instrument of a two-way
communication channel between the bank and the relevant public such that issues of
public interests that impinge on the banks operations and predict and analyze public
opinion trends. In these cases, strategies of communication practices agenda for a bank’s
image building may be analyzed from infrastructural, organizational, operational and
social perspectives but cannot be performed effectively disregarding the languages of the
customers. Regarding this, it’s important to see how CBE uses language in its different

forms of communication practices.

On the other hand, it should be noted that different forms of communication that needs to
be delivered to the customers’ in respecte to their culture. For example, marketing

communication is a form of communication that the Bank uses as its communication
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practices to deal with its customers. In this case, Grunig, J. E. and Grunig L. A. (1998);
Ronald, (20050; Austin and Pinkleton (2006) stated that marketing communication had
been restricted to sales promotion focusing on consumers to see the problems of selling
products, manufacturing, human resources and acquiring resources by fostering an
economic exchange between an organization and its consumers. The work of Mazzei
(2013) also identified that marketing communication encompasses commercial
communication activities developed to support the sale of goods and services which
emphasis on the promotional mix of advertising, direct mail, personal sales and product
sponsorship. Moreover, Fawkes, (2004) states, “Marketing is concerned with an
organization’s exchange relationships with customers in which quid pro quo transactions
occur p9.” In all these cases, it should be noted that language plays a key role to achieve
the goals of marketing communication in context of CBE. Similarly, advertising is
another form of communication which is a one-way communication that plays a major
role in promoting and selling of the products and services by building awareness through
controlled placement of paid media messages (Komisarjevsky, 2001; Fawkes, 2004;
Austin & Pinkleton, 2006; Sandin & Simolin, 2006; Doddaraju, & Narayanareddy, 2013).
In lines of the views of these scholars, it can be acknowledged that advertising can be the
other strategies of communication practices of CBE. However, it should be understood
that the process of developing advertising messages involves a close understanding of
different forms of linguistic typologies with a view of deploying the right language for
the specified purpose (Coker & Oke, 2012). The other form of communication strategies
that the Bank uses is organizational communication. Regarding this, organizational
communications have also their distinct features. According to Theis-Berglmair (2013),
organizational communication limited itself more and more to communication on the
“inside” of internal formal communication of organizations. It is the process by which
individuals stimulate meaning in the minds of other individuals using verbal or non-

verbal messages in the context of the organization (McCroskey & McCroskey, 2005).
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2.1.4. How to Use Language Effectively in Models of Communication

There are varieties of models of communication systems that exist in litrature in sending
and receiving messages which are delivered from the speaker (source) to the listener
(destinations) through different channels in any form of communication. These models
of communication are used to serve different strategies of communication processes and
do have their strength and drawbacks in their deliverance of the messages. On ther other
hand, it should be noted how language is used in these models of communication can
play a central role in the sending and receiving messages in these models of
communication. Thus, for understanding the possible factors or variables involved in
human communication and how language should be used, understanding some of the
existing human models of communication could provide some important cues for
reference (Ho, 2008). According to Al-Fedaghi, Alsaga and Fadel (2009), a
communication model is an idealized systematic representation of the communication
process that serves as standardization tools and provides the means to question and
interpret actual communication systems that are diverse in their nature and purpose.
These varieties of models of communications have the ideas of sources, channels and
destinations in common (Al-Fedaghi et.al., 2009) that goes with the knowledge of
understanding language in use according to the exsiting source and channels to deliver
the intended message to the receivers. Thus, understanding some of these models of
communication can help business organization like CBE to better understand their
communication practices in which the Bank may influence its customers and other
stakeholders in different ways of using language. Accordingly, Shannon and Weaver’s
model of communication and Gerbner’s models of communication are used to see how
CBE uses these models of communication to convey its messages effectively in using
appropriate language that fits linguistic diversity of its customers in its different channels

of communications.
2.1.4.1. Shannon and Weaver’s Model

The existing literature reveals that Shannon and Weaver’s model of communication was a

widely accepted model of commincation. In using this model, the effectiveness of the
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message was only assured when the language used clearly delivered the intended
meaning. According to Flensburg (2009); Williams (2005) and Fiske (1990) Shannon and

Weaver’s model of communication, which was developed by Claude Shannon and

Warren Weaver in 1949, is widely accepted as one of the first model of communication

out of which the main seeds of communication studies have grown. According to this

model, there are five basic components of communication such as information source

(the brain of the speaker); transmitter (the vocal mechanism of the speaker); receiver (the

hearing mechanism of the hearer); destination (the brain of the hearer) and noise source

(signal received that was not transmitted by the source) (Foulger, 2004; Fiske, 1990; Ho,

2008). This can be shown dramatically as fellows.

Figure 2.1.4.1: Shannon and Weaver’s Model of Communication
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This model identifies three levels of problems in the study of communication. These are

Level A (technical

problems)

in which how accurately can the symbols of

communication be transmitted; level B (semantic problems) in which how precisely do

the transmitted symbols convey the desired meaning and level C (effectiveness problems)

in which how effectively does the received meaning affect conduct in the desired way.

Fiske (1990) stressed that the technical problems of level A are the simplest to understand

and these are the ones that the model was originally developed to explain. The semantic

problems are again easy to identify, but much harder to solve as it ranges from the

meaning of words to the meaning that different pictures might have meaning for different
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receiver of the messages. According to this model, though there are cultural factors that
need to be considered, improving the encoding will increase the semantic accuracy.
Moreover, the effectiveness problems may at first sight seem to imply that Shannon and
Weaver see communication as manipulation or propaganda but they claim that the three
levels are not watertight and are interrelated and interdependent that helps to understand
how we may improve the accuracy and efficiency of the process of communication at
each and all of the three levels (Fiske, 1990).

The source is seen as the decision maker and decides which message to send or select one
out of a set of possible messages and this selected message is then changed by the
transmitter into a signal which is sent through the channel to the receiver (Fiske, 1990).
In this case, the most dominant subject of the message is the source in which he/she
influences the receiver of the message ((Fiske, 1990). To achieve this goal, language is a
central means of transmission of the meaning contained in the information to its

destination in all the steps.

This model is mainly noted focusing on purely transmission and reception of information
that needs to use clear language. It focuses only on the technical aspects of
communication and views communication as a one-way linear process (Kennedy, 2009).
It lacks giving due considerations to the important elements of message content
(Flensburg, 2009), meaning and feedback of the message that can be influenced by
cultural factors (Kennedy, 2009). It focuses on how accurately the symbols of
communication can be transmitted and precisely convey the desired meaning by affecting
the receivers conduct in the desired way (Fiske; 1990). Thus, this form of communication
model is useful in the context when the source is influencing the receiver (customers) to

take the message as intended to be delivered.

In this kind of transmission, attention is given to the one way means of communication in
which the sources try to deliver the intended meaning to its clients. To confirm this,
Grunig and Hunt (1984) remarked that the practitioners in this kind of model are
concerned with getting attention in the media for their clients’ to communicate the
organization’s goals to the target audience through the use of different information needs.

As the main target of the practitioners is achieving their ends and to control or dominate
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the environment, they pay little attention to the truth or credibility of the news they
release in persuading the receivers. The Shannon—Weaver model represents a one-way

communication process, which is essentially about information giving (Leech, 2005).

In this case, organizations use a variety of media to reach the public and achieve their
goals in their communication practices. For instance, newsletters, posters, bulletin boards,
voice-mail announcements, e-mail messages, closed-circuit, TV newscasts, Kiosks,
intranets and other means of media communication can be used (Grunig, L.A. et.al.
2002). Thus, in the current study, in using this model, how the Bank (CBE) used
languages in its written communication using these means of communication at the three
levels such as its technical problems, semantic problems and effectiveness problems for
TV programms concerning the language in use in the communication practices of Bank

were described.
2.1.4.2. Gerbner’s (1956) Model

Gerbner’s (1956) model is the other form of communication model that can be considerd
in any form of communication of an organization. According to Fiske (1990), Gerbner’s
model (1956) of communication relates the message to the ‘reality’ and enables us to
approach questions of perception and meaning. It sees the communication process as
consisting of two alternating dimensions that is the perceptual or receptive and the
communicating or means and control dimension. The main elements of this model are

shown in the following diagram.
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Figure 2.1.4.2: Gerbner’s Models of Communication
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The process begins with an event E, something in external reality which is perceived by
M (M can be a human or a machine such as a camera or a microphone). M’s perception
of E is a percept E1. This is the perceptual dimension at the start of the process. The
relationship between E and E1 involves selection, in that M cannot possibly perceive the
whole complexity of E. If M is a machine, the selection is determined by its engineering
and physical capacities. If M is a human, however, the selection is more complex because

it is a process of interaction or negotiation. This means when we try to match the external
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stimuli with internal patterns of thought or concepts, we have given it meaning from the
matching of external stimuli with internal concepts. From this perspective, this model
was used to investigate how the study population gave meaning to the language used by
the Bank according to their understanding and identify the problems encountered during

its communication practices.
Vertical dimension

Vertical dimension indicates when the percept E is converted into a signal about E, or to
use Gerber’s code, SE. This is what we normally call a message that is a signal or
statement about the event. The circle representing this message is divided into two; S
refers to it as a signal, the form that it takes, and E refers to its content. It is clear that a
given content or E can be communicated in a several different ways from which several
potential Ss to choose from. Finding the best S for the given E is one of the crucial
concerns of the communicator. This implies SE is not two separate areas brought together
but a unified concept in which chosen S will obviously affect the presentation of E that
reveals the dynamic and interactive relationship between form and content. In other
words, this is to mean that there is no content before form, and the attempt to find a

difference between form and content is in itself a very doubtful exercise.

In this vertical or communicating dimension, selection is also important. This dimension
also contains the concept of access to the media and channels of communication
considering who has access to the mass media like television. First, there is the selection
of the means of the medium and channel of communication. Then there is selection from
within the percept E, just as E can never be a complete and comprehensive response to E,
S0 too a signal about E can never in its turn attain completeness or comprehensiveness. In
light of the arguments mentioned above, access to the media and channels of
communication also indicates that having an access to the mass media is currently a

burning issue in the debate on the relationship of television and society (Fiske, 1990).

Availability is another factor that helps to determine what is actually perceived. It is the
other form of selectivity, but in this case the selection is not performed by the perceiver

but by the communicator. What the communicator selects how he/she selects and to
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whom the message is selected and avail is very important. This model takes into
consideration perception, the context of the message and the participants’ reactions (Ho,
2008). However, critics of this model argue that Gerbner is wrong to assume that all the
horizontal processes are similar because our perception of a message is not the same as
our perception of an event (Fiske, 1990). In spite of the argument, the motive of this
study to use this model was raised from the angles of exploring the ways through which
CBE uses language in its television program in these horizontal and vertical dimensions
during its communication practices. This means, in any model of communication, all the
ideas and concepts that we try to communicate has high tie with the language that the

communicators use.
2.1.5. Effective uses of Language in Communication Practices of Banking Genres

In communication practices, effective uses of language can be viewed in many angles
other than simply considering it as a means of giving and taking information from the
sender to the receiver. According to Gee, (1999) language serves us asdoing things and
being things other than communicating information. Gee (1999) emphasized in doing
things; language allows us to engage in actions and activities where as in being things it
allows us to take on different socially significant identities. In communication practices,
these can help the organizations to take active role and engage in the practical
performance of their activities following the ethical rules of their jobs. For example, in
CBE, the workers can talk to the customers and serve both the interests of the customers
and their organization when they understand to whom they speak, and why they speak as
an expert in their career only if they do have good command of using languages. This can
be put into practice when there is creativity’ in their communication practices. In order to
put this into practice, the practitioners should deliver the message using different words
and simple concepts that can be understood by the customers in their social and cultural
norms (Green, 1999; Mickey, 2003). The purpose of examining the culture and making
meaning from it during communication practices is a matter of giving value for a society
to understand the distribution of power in the culture and behave accordingly (Mickey,
2003; Kramsch, 2011).
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In business world, as effective language use may promote the work of busness, failure to
use language effectively may also result in the business bankrupt. According to Charles,
(2006), communication dynamics is a driving force in global business in which effective
use of language is not only seen as an enabler but also increasingly as a troublemaker in
communication and globalization. Interestingly, Charles, (2006) explained that using
effectively banking terminology in another language was not a problem, but
finding the right expressions in “ordinary small talk,” or acting assertively in
negotiations, and being able to suddenly and effectively express opinions or convey
nuances in meetings, was difficult in the discursive conventions of informal
communication that seemed to be a challenge, rather than the language of formal
communication. Thus, this needs to find out a way through which language can be used

effectively in banking language in a clear manner.

From these points of view, as all language expressions are reflections of social process
and practices that fulfills the interest of social institutions in their culture, it should be
understood that linguistic phenomena are social phenomena that can determine the social
relationships and social effects to maintain or indeed change relationships between the
speaker and the receiver (e.g. Fairclough, 1989; Coulmas, 1998). In this view, language is
the principal means by which institutions create a coherent social reality that frames who
they are and co-related them with the surrounding community (Mayr, et.al. 2008).
Mickey (2003) sees this from a critical perspective considering communication in terms
of cultural practices that function for human emancipation. Accordingly, Mickey (2003)
stresses that the focus is often on what the text “means” to the receiver: what scene,
words, actor and so on are in the communication form and the choice of symbol or

language within a certain structure or coding system that can represent social reality.

Moreover, language use can also deliver clear messages in any form of communication
practices of an organization. For example, Komisarjevsky (2001) suggested
communication with public works only when the practitioners listening carefully to
clients, colleagues, media representatives and other interested parties. To understand all
relevant viewpoints and perspectives that enable the communicators to make judgments,

the statements used to address all appropriate issues, concerns and objectives should be
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put into practice. Ronald (2005) strengthens this idea stating that an organization message
is effectively communicated when the right words and the right use of these words are
applied in their communication. Regarding this, clarity helps the public to quickly and
easily understand the message of the organization. To accomplish this, using precise and
simple words in simple language with understood able meaning is important. From this

perspective, a language reflects a world view shared by its speakers (Chinemere, 2015).

Furthermore, research showed that any business organization needs basic language skills
of foreign and second language to communicate effectively with their customers and the
public (Andersen & Rasmussen, 2002). For example, regarding writing skills, informal e-
mails need efficient writing skills where as formal writing needs very high standards
language (Blundel, (2004). Similar to this context, oral skills are crucial for presentation,
meetings, negotiations and phone conversations and thus these can dramatically influence
communication practices of the practitioners due to their style of the uses of the second
and foreign languages (Cook, 2011). The effective uses of language in this oral
communication are necessary in discharge of communication duties and vital for a
practitioner to be conversant with the principles of effective speech communication skills
and strategies.

Other research findings also indicate that in using language in the communication
practices, multilingual communicative competence enhances success for communication
where as the lack of language skills create enormous barrier between the speaker and the
listener (Louhiala-Salminen & Kankaanranta, 2012; Duggan, 2009). For example,
Duggan (2009) identified that US businessmen have enormous barrier to increase U.S.
participation in overseas market and as a result it has negative effect on their business.
This reveals that multilingualism and language skills are needed to negotiation at very
high levels for communication in all corners of the world. In other words, the lack of
speech communication skills such as reading and writing skills in multilingualism
drastically limits the expansion of communication in communicating in overall capacities
and ability to be effectively managed the entire organization or the society (Chinemere,
2015). Therefore, the ability of language skills enhances the communication practices and

makes easy for an organization to create positive relationships with the public. Among
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the language skills, the written and spoken languages have become quite popular mainly
in communicative situations because it they are the ways to make sure that every word of
a written or spoken language is exactly what the practitioners do to reduce misquotations

by reporters or mass media personnel.

2.1.6. The Role of Discourse in Banking Communication Practices

Discourse constituents different elements of language in use which are usually accepted
as meaningful social action in a society. Scollon & Scollon (1995) confirms this stating
that it has a broader functional uses of language in a social context. In communication
practices of commercial banks, this can be viewed from the angles of how language is
used and represented in discourse based on the social environments of their locations.
Grzeszczyk, (2015) argues that advanced language skills enhance and maintain our
connection with current markets and develop new ones to fully aware of local customer
needs and requirements. This means the analysis of a language has an attachment with
the purposes and functions of communication in human life. Based on this facts,
discourse is seen as a culturally and socially organized way of speaking which is
ultimately represented based on practice of “what people do” (van Leeuwen, 2008).
Added to this, van Leeuwen (2008) stated that discourse is socially specific ways of
knowing things as social practices and uses them as resources for representing these
practices in text (van Leeuwen, 2008). In the process of this social practice, discourse can
be constructed from the text to make the society participate in these social practices by
using language together with other “stuff” as a system through which people build
identities (Gee, 1999 & Mayr; Machin, Bastow & Abousnnouga, 2008). According to
Thitthongkam, (2011) this implies understanding language and using it perfectly requires

understanding its cultural component in a business discourse of banking.

For example, O’Halloran (2011) observed in interaction and its relevant contexts such as
the tone of voice, facial movements and hand-gestures and their text” transcription, how
the participants talk about the world, see it and comprehend it has its influence in
communication practices. Foucault (1972) asserted this saying that discourses are ways of
talking about the world which are tightly connected to ways of seeing and
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comprehending it and this is conceived as distinct ways of using language which
expresses institutionalized values and ideology. Concerning this, Motion and Weaver
(2005) argue that communication practitioners are discourse technologists who play a
central role in maintaining and transforming information. In advancing this understanding
of communication practices, discourse analysis provides scholars and the practitioners
with an ability to conceptualize their communication within the context of culture as a
symbolic system where that system itself is a crucial site in which power are exercised,
contested, negotiated or resisted (Motion & Weaver, 2005). From these perspectives,
CBE is expected to use written and spoken languages that represent their business entities
which are expected to be inculcated into the mind of the public and become discourses of
their business entities. To clarify this, it should be noted that some words with the
same meaning can be used in different situations or some words can be very rude in
some other languages that needs to clearly identify the role of discourse in banking
communication practices (Thitthongkam, 2011). Regarding this, in their communication
practices, CBE can use this as one of their communication strategies to become more
successful and competent in their career by drawing the attention of the public toward

their organization in using clear languages.

In the discourse and communication events, there is power and dominance (van Dijk,
1996). To deliver meaning and dominate the listener, discourse comprises all forms of
meaningful semiotic human activities in connection with social, cultural and historical
patterns and thus their developments can nfluence the way individuals act and think
(Mills, 1997; Blommaert, 2005). According to Overton, (2007), what we say and how we
say can affect other people and their feelings. Mills (1997) confirmed these as discourses
are groups of statements which have similar force that can be grouped together because
of some institutional pressure, a similarity of provenance, context or because they act in a
similar way. Concerning this, a key strategy in how communication practices contribute
to hegemonic power can be observed from the articulation, disarticulation and
rearticulating of elements of language used in a discourse (Fairelough, 1992). In line with
this, language holds us together as groups, differentiates us into groups, and controls the
way we shape concepts, how we think, how we perceive, and how we judge others
(Hendrith, 2018).
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Motion and Weaver (2005) further argue that discourses deployed communication
purposes only when they are fully understood in relation to the political, economic and
social contexts in which they operate. These imply that discourses are not only
expressions of social practice but also serve to exercise power with all their effects. They
do this when they are institutionalized, regulated and linked to action (Motion & Weaver,
2005). However, in the communication practices, this kind of power relations are
activated in the advocacy of free speech and communication by committing oneself to
disseminate truthful and accurate information. In other words, it is the way of respecting
the dignity and value of all individuals to maintain independence from undue conflicts of
interest or allegiance (Lamb & McKee, 2005). This kind of discourse is different from the
other forms of discourses that show the domination of one party on the other (eg.
Fairelough, 1992, van Dijk, 1996). From the perspectives, banking discourse enables to
communicate with the customers in good communication competence to ensures the
success of the business of the Bank by wining the mental set up of the customers
(Hakanen, Héakkinen, & Soudunsaari 2015)

Discourse could also express the way people talk about the world around them and how
they react, see and think about this world (Foucault, 1972; Fairelough, 1992; van Dijk,
1996; Gee, 1999; Cook, 2011; O’Halloran, 2011). This implies, from their linguistic
descriptions of the language they use and their discourses, it is possible to identify and
categorize the people who use these descriptions or discourses and serve them
accordingly in service giving organizations. On his part, Foucault (1972) stressed that we
must grasp the statement in the exact specificity of its occurrence; determine its
conditions of existence, fix at least its limits, establish its correlations with other
statements that may be connected with it and show what other forms of statement it
excludes. This means, the statements that the speakers use should be clearly understood
by the listeners. This is emphasized by Grzeszczyk, (2015) as the lack of sufficient
competence in a language can lead to misunderstandings which in turn lead to big losses

in money in business organizations like a bank.

Similar to the above mentioned ideas, Scollon (1996) explains within any cultural group

or discourse system, there are preferred discourse identities which tend to be matched
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with particular social identities that have many relations with language competences.
Barker and Galasniski (2001) reported in their finding that the contemporary emphasis
given to language within cultural studies is a part of a wider “cultural turn' that is
constituted in two ways. First, culture is explored through its specific mechanisms and
logic without reduction to any other phenomenon. Second, facets of a social formation
that had previously been considered to be quite separate from culture can themselves be
understood as cultural’. For example, "economic forces are cultural because they involve
a set of meaningful practices, including the social relations of production and
consumption along with questions of design and marketing’. Thus, to put meaning at the
heart of human activity, the examination of cultural activities of the society is very
important (Barker & Aski 2001). It is possible to say that the knowledge of culture of the
society in the communication practices of CBE discourses imply the success that this
sector can have at the implementation of their career when there is cultural change in
their business. This means, in today’s world, every cultural change is very dynamic and
the cultural knowledge can influence the communication practices of CBE’s discourse
supposing that what is known by the speaker (sender) is also known by the listener
(recipients) and vice versa. Accordingly, Hendrith, (2018) explained understanding a
culture’s language helps to put the culture in perspective of which it helps the business
partners to understand the organization and people within the organization they are

dealing with in such a business discourse.

To support the above idea, research findings revealed that discourse generates knowledge
about the world by bringing reality into being and guiding us how we should act in this
world (e.g. Fairclough, 1989; Mayer, etal. 2008). According to Foucault (1972),
discourse governs how a particular topic was meaningfully talked at a particular historical
moment and influences how ideas are put into practice and used to regulate and influence
the conduct of others. In addition to this, it is viewed that change in discourse can also
reflect social change and in this process knowledge is also changed (Foucault, 1972);
Fairclough, 1989); Fairclough, 1992); Mayer, et.al.2008). For example, business
discourse helps businessmen to get the knowledge of how to behave when negotiating
and deals with partners from other cultures (Kramsch, 2011). Furthermore, Kramsch

(2011) pointed out that understanding the discourses of the public can serve to improve
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relations between the organization and customers. Similarly, Daniushina (2010) shares
the view that business discourses encourage the knowledge of how people in business
organizations achieve their organizational and personal goals using language. For
instance, rhetorical scholars have understood from the publics’ discourses or messages
that publics are active participants in constructing the meanings of their relationships with
organizations (Austin & Pinkleton, 2006).

Indeed, in the communication practices of CBE, the discourses of the organization can
influence the public and create mutual relationship between the organizations and the
public by changing the attitude of the people. Doddaraju and Narayanareddy (2013)
remarked banks use publicity campaigns to bring awareness about their offers among the
existing and potential customers using the information in a way that induces the interest
towards their organization in their communication practices either in face to face
interaction or going to customer’s places to offer and shape the relationship between the
Bank and the customer. Doddaraju and Narayanareddy (2013) also noted that the banks
use different components of promotion and word of mouth as the main source of
promotion to achieve this goal. In using words of mouth, a good discourse could be
created in which a satisfied group of customers is considered to be the most successful
hidden promoters to create good relationship between the bank and the public (Doddaraju
& Narayanareddy, 2013). This kind of discourse has many advantages in creating smooth
relationship with the public. First, it embeds the action of the organization and identifies
what is said and not said in shaping reality and creating patterns of understanding about
the organization. Second, it has some institutionalized force that can have a profound
influence on the way individuals act and think and finally influences how ideas are put
into practice and used to regulate the conduct of others (Graaf, 2006; Miller, 1997;
Mayer, et.al.,2008). From the argument of these authors, we can assume that discourse of
an organization and its communication practice has a good tie with each other to create
positive image between the public and the organization. In this case, it is possible to
assume that discourse practice can help CBE in many ways of its communication

practices if it is implemented in the way that it should be managed.
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2.1.7. The Use of Business Language in Relationship Maintenance Strategies of a
Bank

Litratures revealed that there are different forms of components of maintenance strategies
existed which are used to create relationships between an organization and its clients. For
example, Hon and Grunig (1999) have found through their research that the outcomes of
an organization’s longer term relationships with key constituencies can best be measured
by focusing on six very precise elements or components of the relationships maintenance
strategies that existed. According to these researchers, these six constituencies could
measure the relationship and perceptions between an organization and its publics when
the business organizations use language according to the business context. These six
relational constituencies are control mutuality, trust, commitment, satisfaction, communal
relationship and exchange relationship that can creat good relationship between an
organization and its customers when a language is used in these maintenance strategiesin

the way that they fit to the communication purposes.
2.1.7.1. Language use in Control Mutuality

Control mutuality has its target that it wants to achieve in maintaining relationship
between an organization and its customers only under the context in which language is
used properly. This kind of relationship maintenance strategy refers to the degree to
which an individual and an organization have the ability to influence one another
(Dittmore, Stoldt & Greenwell, 2008; Hon & Grunig, 1999). The word mutuality here
describes the quality of a two-way relationship with overtones of benefits that appreciate
and deliver the best outcome of these benefits by distributing them between the two
parties (Rose & Wadham-Smith, 2004; Bollen & Emes, 2008). In advocating this from
language perspectives, it is important to appreciate from the outset that language is not
only a means of communication but also a means of control (Sardar, 2008). Mayer,
(2014) relates this with business and indicates that control mutuality is not only a fairer
way of sharing the benefits of business but also of enhancing financial returns in using

languages.
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Of course, mutual benefits are not always financial in nature but they are also related to
societal or environmental impacts (Michaels, 2014). In all the cases, although some
imbalance is natural, control mutuality describes the degree to which organizations and
publics are expected to control one another for the most stable and positive relationship
between themselves for the sake of their benefits (Hon & Grunig, 1999). The indicators
of these relationships can be the degree to which the parties in a relationship are satisfied
with the amount of control they have over a relationship involved in the process of any
decision-making considering the extent to which each party’s voice can be heard in the
final outcome and contributes to positive relationship outcomes (Strand, 2014; Grunig,
2002; Jo, 2003). Thus, a language of equality is used as a tool of power and control to

transcend the barriers which may be created (Sardar, 2008).

In relation to these factors, the use of language in control mutuality has immense roles in
the communication practices of a bank. It is thought as the communication and action on
the part of an organization that supports the development and maintenance of mutually
beneficial relationships between the organization and the groups with which it is
interdependent (Lamb & Mckee, 2005). Added to this, Lamb and Mckee (2005) elaborate
in commincation terms, it is thought as an exchange of ideas occurring through the
building of mutually beneficial relationships based on a balanced flow of information
from and to the organization and its key publics to promote mutual respect across the
areas of race, culture, religion, gender, disability, age and sexual orientation and hence to
promote a society based on equality and fairness where people are confident in all aspects
of their diversity (Sardar, 2008). Hence, it can be concluded that effective communication
practices underlie the maintenance of an open system that integrally bound to the health

of an organization or institution from its language use.

On the other hand, control mutuality provides the avenue for the organization to
effectively monitor, interact and react with other key groups within the organizational
environment during its communication practices (Lamb & Mckee, 2005). In this context,
building favorable relationships between an organization and its publics contribute to
desirable organizational outcomes as it increases organizational effectiveness and profits

(Kim, 2005). This needs not only to communicate but also what to say, to whom, how
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and when and where to say to establish, maintain and manage communication with each
group and provide feedback to each other (Poovalingam & Veerasamy, 2007). To
implement this into practice, an organization should understand the need of the customers
and match it with its needs so that mutually beneficial relationships can exist between the
two during their communication. Regarding this, Chandler (2014) stresses the essence of
the practice of public relations is building mutually beneficial relationships with the
public’s that can enhance or hinder an organization’s opportunities to achieve its goals.
To make it more vivide Kent and Taylor (2002) explicitly stated that control mutuality is
an acknowledgment tied inextricably with organizations and its publics to benefit each
other. They also noted that in today’s’ globalization, what happens in one nation may
affect the organization in other nations that has much relevance with commercial banks
which is also true for CBE. Thus, organizations must extend the communication
perspectives that they take when they plan, conduct and evaluate the effectiveness of their

communication efforts in a collaborative way.
2.1.7.2. Trust Building in Business Language

Tradtionally, the idea of truest exists in Ethiopian society. In a similar context, different
scholars have viewed trust in many perspectives in their study of communication. For
example, Hon and Grunig, (1999) argued that trust is a complicated concept which has
several underlying dimensions. Moreover, Dittmore, et al. (2008) refers to it as the level
of confidence an individual has in an organization. Mayer (2014) also considers that
truest is the most important issue of this decade which can cause economic systems to be
succeeded, financial systems to be developed and environmental issues to be improved.
The practicality of these views can be observed from plans and goals that have been used
extensively in natural language processing (Hulstijn, 2000) and this is actually
implemented in communication practices of an organization. Moreover, trust building can
be speed up via open interaction and good communication skills (Hakanen, Hakkinen, &
Soudunsaari 2015)

Other scholars also revealed the importance of trust in a similar context. For example,

Nally (2014) indicated truest as a two-way street; Jo (2003) as a critical component for an
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organization to exist and Khan (2013) as the belief or confidence of one party on another
party to mention a few. In other words, trust that a customer places with the service
provider or with similar organizations is particularly important in a relationship to bring
harmony and stability between the customer and the organization (Poovalingam &
Veerasamy, 2007). This can be linked between goals or intentions, actions and languages
in a naturally and deliberately made speech acts in which action of an utterance conveys a
certain intention to transmit a certain content and function that can be successfully carried
out. Thus, trust can be seen as one of the most important dimensions that includes clear

purpose, vision and communication (Hakanen, Hakkinen, & Soudunsaari 2015)

The above mentioned idea can remark that language has also been shown to have a close
link with the development of trust between the organizations and their communicators
(Louhiala-Salminen & Kankaanranta, 2012). Regarding this, the trust in which one
party’s level of confidence is willing to open oneself to the other party can be identified
in three dimensions. These dimensions are integrity which has the belief that an
organization is fair and just; dependability where the organization will do what it says it
will do and competence that shows the belief that an organization has the ability to do
what it says it will do (Hon & Grunig, 1999; Strand, 2014). This kind of trust is important
at personal and international level through relationships built on integrity, respect,
openness and a preparedness constantly to modify one’s own understanding (Rose &
Wadham-Smith, 2004). All these can be observed from the languages used and their
implementations in business organizations like CBE.

Moreover, research also identified that trust cannot exist without open and honest
communication (Lamb & Mckee, 2005). This is observed from the key indicators of an
organization's success that depends on workers’ satisfaction and in turn, satisfaction
depends on trust and confidence in leadership (Lamb & Mckee, 2005). To put this into
practice, communication practices can confirm that professionals should develop
programs that help leaders win trust and confidence as well as show respect and
appreciation for workers. Regarding this, Lamb and Mckee (2005) state that professionals
can implement this in their communication to create partnership with others and should

apply their expertise. These areas include feedback mechanisms that give workers a voice
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and an opportunity to raise questions, open-book management that shares details on
current results, reports on goals and plans that are expressed in a language everyone can

understand.

Other than this opportunity, constant attention and vigilance is the other principles that
underlie the development of a sense of trust in communication practices. This has an
implication of trusting each other to break down all sorts of barriers that have hindered
the relationship over the years (Hon & Grunig, 1999). Accordingly, in reality, research
revealed trust is the bond that keeps in touch two parties for the longer period of time
when they have more trust on each other to keep their relation longer and make the
decision faster in their communication (Khan, 2013). In addition to this, several studies
found and argued that trust can affect communication because trust and communication
go hand in hand (e.g. Zeffane, Tipu & Ryan, (2011). Zeffane, et al. (2011) also
emphasize that several studies hypothesized and concluded that communication affects
trust formation. This reveals trust plays an integral part in affecting the communication
practices of business organizations of CBE. Thus, trust formation is a team process which
particularly merits a language sensitive investigation, as it is crucial for the functioning of
the organization with the public and very likely to be influenced by language effects
(Tenzer, Pudelko, Harzing & Anne-Wil, 2013). Lack of trust is often caused in situations
when the customers feel fear and danger of an unfamiliar language (Grzeszczyk, 2015).
Based on this fact, Grzeszczyk, (2015) emphased that advanced language skills enable

faster development of trust than are lack of proficiency ina certain language.
2.1.7.3. Commitment in Business Communications

In the context of communication practices, commitment is defined as the extent to which
each party believes the relationship is worth spending energy to maintain and promote it
for a longer time (Poovalingam & Veerasamy, 2007, Dittmore, et al., 2008; Hon &
Grunig, 1999; Strand, 2014,). According to Khan (2013), greater commitment will lead a
stronger relation between two parties and stresses that for the relation of the parties, it is
important to understand how they are committed to keep that relation for the longer

period. This can offer as commitment is extremely viewed important in the formation of
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customer relationships. Consequently, it has been recognized as an essential component
for favorable relationships (Jo, 2003). Thus, CBE should consider this situation in its

language use during its communication practices.

According to Hon and Grunig (1999), commitment is identified in two dimensions. These
dimensions are continuance commitment which takes place at a certain line of action and
affective commitment which has an emotional orientation. Farahbod, Salimi, and
Dorostkar, (2013) linked these organizational commitments with individuals who have
three characters. The three characters include strong believe and acceptance of
organizational goals; giving values for the organization continuous commitment and
strong desire to remain in the organization. Extending this view, Farahbod et al. (2013)
suggests that these characters have a relation with the communication practices as
effective communication is applicable when a worker as sender is devoted to send all
messages by any means of verbal or non-verbal actions during service delivery that
makes the client to receive the service posetively. To achieve this goal, language is an
important tool to the worker to teach, to adapt and to change the world around him/her
(Sardar, 2008). This makes the client to accept the message due to the commitment of the
means of communication of the service provider. Workers who are engaged in this kind
of work and committed give crucial competitive advantages to their organization and this
can potentially translate into valuable business results for the organization (Vance, 2006).
Added to this, Vance (2006) also sees commitment in many ways. Vance, (2006) stated

this as follows:

Commitment manifests itself in distinct behavior. For example, people devote time
and energy to fulfill their on-the-job responsibilities as well as their family,
personal, community and spiritual obligations. Commitment also has an
emotional component: People usually experience and express positive feelings
toward an entity or individual to whom they have made a commitment. Finally,
commitment has a rational element: Most people consciously decide to make
commitments, then they thoughtfully plan and carry out the actions required to
fulfill them, (p4).

From this context through which commitment manifests itself, it is possible to observe
that communication practices have its own contribution to the performances of the

commitment. Because of the commitment of the workers” communication practices in
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their language use, customers can be attracted toward the business center of their
organization. This takes place when the conversations which are held between the
customers and the organization filter problematic context from unproblematic for the
purposes of mutual benefit and understanding rather than defeating and exploiting and

expose their weaknesses (Hulstijn, 2000; Kent & Taylor 2002).

Other than this, many research findings also show that commitment plays central role in
relationship building (Rill, Baiocchi, Hopper, and Denker & Olson 2009). High level of
organizational commitment reveals itself as adoption of organizational goals and values
(Semra, Diker, Giiney, Ayranci, & Solmaz, 2012). In term of this, practitioners also deal
with opportunities such as promoting new products and services or enhancing already
effective programs by making combinations of objective and subjective evaluations
(Hulstijn, 2000; Smith, 2005). Rill et al. (2009) emphasize this as a need that exists to
understand how communication traits may influence one’s commitment during
relationships because perceptions of commitment levels have a tremendous impact on
everyday behavior of relationship maintenance between the organization and the public
in its communication practices that cannot be detached from the language use which is a
tool to achieve this kind of devotion in once work.

2.1.7.4. Satisfaction in the Use of Business Language

Satisfaction is another factor that can either enhance or detain an organization
competition with its counter parts in the context of the communication practices
depending on how language is used. Poovalingam and Veerasamy, (2007) explained that
one method that can ensure superior performance and differentiate a business from its
competitors will always be the quality of its relationship with customers. As a result of
this, if service providers are to maintain sustainable relationships, they need to conduct
regular satisfaction surveys to get feedback from customers and monitor their attitudes
towards them. Satisfaction also can occur when one party believes that the other party’s
relationship maintenance behaviors are positive (Hon & Grunig, 1999). Moreover, Hon
and Grunig, (1999) found out that satisfaction is the extent to which each party feels

favorably toward the other because positive expectations about the relationship are
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reinforced and the benefits outweigh the costs. Accordingly, this implies that customer
satisfaction does have a positive effect on an organization’s profitability and service

quality.

Customer satisfaction is very important concepts that organization must understand if
they want to remain competitive and grow (Angelova & Zekiri, 2011). Thus, modern
management science's philosophy considers customer satisfaction as a baseline standard
of performance and a possible standard of excellence for any business organization
(Cengiz, 2010). This is implemented when there is positive relationship between the two
parties in their communication. Thitthongkam, (2011) argues that the role of language in
business administration and customer satisfaction are both related in business. Customer
satisfaction depends on what and how  the customers gain from the
organization after an interaction in both wverbal and non-verbal forms of
communication. Thitthongkam, (2011) revealed that in such cases communication
skills will be used as a first step to reach customers and make them to be satisfied

with the organization’s offerings.

The other notable point that can be focused on is that satisfaction is defined as a features
or characteristics that can fully either a need or a want of a consumer in better way than
competitors (Khan, 2013). The key point to know here is who the best customers are and
to treat them accordingly by differentiating and categorizing their values and potential
values in terms of their organizational need and their need in quantifying with appropriate
communication strategies that are designed to address each category of their interest
(Poovalingam & Veerasamy, 2007). Regarding this, Ana-Maria and Raluca-lonela (2009)
pointed out that customers’ database representing an important component of the
integrated marketing system and strategies of the customers’ data with multiple
objectives of the organizations and multiple communication channels that should be

resulted in expected positive outcomes.

Concerning this, many researchers find out the fact that when these channels are used,
language can influence the customers either positively or negatively during
communication practices. For example, positive word of mouth can satisfy customers and

form the foundation for customer’s satisfaction that leads to repeat purchase, brand
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loyalty and share their experiences with other people (Angelova & Zekiri, 2011). To the
contrary, dissatisfied customers by words of mouth during communication may
disseminate negative information about the organization and this can be resulted in
negative experience about the service of the organization (Ana-Maria & Raluca-lonela,
2009). This implies that customers are satisfied when what is said always matches with
the meaning which they positively expected from the organizations (Sardar, 2008). This
kind of satisfaction is related to communication satisfaction which is a general concept
that covers the communication and feedback between executives and workers, horizontal
and vertical communications, work related information and communication among
departments and customers (Engin &Akg6z,2013). This implies that trust has been
identified as a major area of social capital (Hakanen, Kossou & Takala, 2016),)

2.1.7.5. Communal Relationship

Communal relationship refers relationship in which both parties provide benefits to the
other when they are concerned for the welfare of the other even though they get nothing
in return (Dittmore, et al., 2008; Strand, 2014). Hon and Grunig (1999) compare this with
exchange relations and express this from the perspective of public relation activities in
developing communal relationships with key constituencies to achieve good
relationships. Hon and Grunig (1999) stated this as “The role of public relations is to
convince management that it also needs communal relationships with publics such as
workers, the community, government, media, and stockholders as well as exchange
relationships with customers (p. 21). According to Lamb and Mckee (2005), the concept
of communal relationships refers to the mature form of exchange relationships because
relationships begin as exchange relationships and then develop into communal
relationships when they mature. In all the cases, the effect of this relationship can be seen

from the communication practices of CBE.

The importance of communal relationships is revealed when it reduces the likelihood of
negative behaviors like litigation, regulation, strikes, boycotts, negative publicity from
stakeholders and organizations are to be socially responsible and to add value to society

as well as to client organizations (Hon & Grunig, 1999). Strand (2014) claims the
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importance of the practice of communal relationship in organization’s communication
practices exists between an organization and its key publics in terms of its influence of

the economic, social, cultural or political wellbeing between the two parties.

In communal relationships, practitioners may use a variety of tools to send and receive
messages from the publics (Lamb &Mckee, 2005). To implement this into practice, local
media, face-to-face contacts, meetings and special events may be utilized in building
relationships with key opinion leaders and organizations need to publicly explain their
views and positions to create opportunities for members of publics to react and respond to
them (Lamb & Mckee, 2005). These interpersonal relationships which are used to
maintain positive relationships are the outcomes of access, positivity, openness,
assurance, networking and sharing of tasks (Hon & Grunig, 1999; Strand, 2014). Access
IS an opportunity in which an organization puts into practice by providing communication
channels or media outlets that assist its strategic publics in reaching it and make
negotiation if they have complaints without taking negative reactions to third parties
(Hon & Grunig, 1999, Strand, 2014). In addition to this, openness/disclosure is an
organization’s effort to provide information about the nature of the organization and what
it is doing where as assurance is any efforts done by an organization to assure its strategic
publics that they and their concerns are attended and legitimate (Strand, 2014). In a
similar context, Hon and Grunig (1999) and Strand (2014) express networking as the
degree of an organization’s effort to build networks or coalitions with the same groups
that their publics do, such as environmentalists, unions, or community groups and sharing
of tasks as an organization’s efforts to share in working on projects or solving problems
of mutual interest between the organization and its publics in which communication with

good command of language use is very important.
2.1.7.6. Exchange Relationship

Exchange relationship denotes a kind of relationship in which one party gives benefits to
the other only because the other part has provided benefits in the past or is expected to do
so in the future (Dittmore, et al., 2008; Hon, & Grunig, 1999; Strand, 2014). In an
exchange relationship, a party is willing to give benefits to the other because it expects to
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receive benefits of comparable value to the other (Hon and Grunig, 1999). It is suggested
that exchange relation is the essence of marketing relationships between organizations
and customers (Hon & Grunig, 1999). However, Palmatier (2008) argues that relational
norms enable relationship partners to respond more effectively to changing conditions
and project their actions and responses into the future. This is done by preventing self-

interest-seeking behaviors to improve exchange performance.

On the other hand, nowadays, customers are very different because of their exposure to
information; they are better educated and demand more products and services. Thus,
building and maintaining relationships with customers has become a key strategic point
with service industries (Angelova & Zekiri, 2011). As far as exchange relationship is
concerned, Cheng (2006) expresses that it can be created in special events that provide
the opportunity for organizations to converse with customers where these customers
communicate among themselves and with potential customers in a forum for word of
mouth. In addition to this, face-to-face interaction that involves a high level of visual and
verbal information and feedback is viewed as one of the richest methods for establishing

a close relationship with customers to enhance exchange relationship (Cheng, 2006).

2.1.8. Linguistic Features of Business Communication in a Bank

Language use in communication practices of business has immense ways of transmiting
messages in linguistic features. There are different linguistic features of business
communication which can be used as ways and means of transmitting these messages in
an organization depending on the ideas it wants to deliver. In the banking system, the
language use enhances the capacities and opportunities of the business work of the bank
because speakers of languages are  constantly comparing and evaluating language in
terms of its usefulness for a given speech act (Abdullah & Talif, 2002). In this context,
communication as a process of transmitting information, ideas, thoughts, opinions and
plans between various parts of an organization and its clients require good human relation
for good and successful business’ (Bisen, 2009) in busness organization like banking. As
a result of this, (Blundel 2004) writes, to make efficient and effective communication,

spoken or oral and written forms of messages coded in the form of words should consider
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interlinked established systems of grammar and punctuation. Added to this, VVanathas and
Matish, 2016) pointd out that non-verbal communication plays a vital role in
communication in banking industry which can also play crucial role in CBE. Blundel
(2004) conformed this implying that verbal forms of communication raise issues such as
using appropriate vocabulary for an audience and translating meanings between different
languages and non-verbal communication forms that include ‘kinesics’ (i.e. human
posture, gesture, body language) and the use of pictures and signs, and other non-verbal
sensory stimuli such as sounds and smells. In practice, these verbal and non-verbal forms

can be used simultaneously to make effective communication.
2.1.8.1. Features of Verbal Communication in Business

Vebal communication can be either oral or written. In business communication, these
forms of using language and making communicatin are vital in business. It has different
features in its tone of writing and conversation to make effective communication of an
organization (Bisen, 2009). It is one of the main communication process through which
business activities are taking place in an organization as a primary vehicle to maintain
contact with their internal and external environments. It provides the tools needed to
obtain, transfer, store information, utilize and underpins knowledge (Harri & Nelson,
2008 & Harris, 2002). According to Harris (2002), the basis for verbal communication is
a language that can facilitate or hinder our effectiveness in communication. It affects
organizations in providing extensive information to direct, manage, comprehend and
respond to understand the organization’s cultural expectations and conveying knowledge.
For example, regarding writing skill in language use, the impact of new technologies
needs this skill for better communication and as far as the oral skills are concerned even it

IS give more values by recruiters.

In the current study, it is belied that verbal communication also allows us to understand
the complex nature of communication in CBE by making communication easy in the
context of business when the verbal language used explicitly deliver the intended
message in the way the customers understand it. Harris (2002) confirms this saying that

verbal communication is a critical part of every organization's behavior system which
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acts as the link between the various groups, subsystems and individuals in the
organization. It is used to motivate, to predict, control, manage coordinate and perpetuate
organizations that also refers to messages coded in the form of words which may be
further sub-divided into spoken (or ‘oral’) and written forms to facilitate communication
(Blundel, 2004).

2.1.8.1.1. Features of Oral Verbal Communication

Oral verbal communication is communication where the message or information
exchange is spoken by words. It can be done by face to face through conference, seminar,
group discussion, personal interview, etc) and mechanical devices which include signals,
telephone, mobile, e-mail, fax etc. in business communication process. It has advantages
in that it has a speed and thus saves time and money, allows instantaneous feedback and
supplemented by non-verbal clues. However, it may not be appropriate for controversial
matter and serious deliberations. Moreover, it is prone to physical noise and do not have
any legal validity (Bisen, 2009). In spite of all these, it is used practically in any activity
requiring coordination like interviewing, delegating, meetings, performance appraisals,
giving and receiving orders, public statements and instructing, greetings, reinforcement,
break time and the ritualizing of particular informal but expected behaviors (Harris,
2002). This oral verbal communication of an organization may be reflected through the
use of stories and myths, metaphors and humor to facilitate communication and make it
enjoyable which is much useful for CBE.

2.1.8.1.2. Features of Written Verbal Communication in Business

In business communication like CBE, there are a number of written documents that are
used for the purpose of communication. This can covers all kinds of subject matter like
notices, memorandums, reports, financial statements, business letters etc. (Bisen, 2009).
It provides many organizational functions that include mission statements, corporate
goals and values, short and long range plans, job descriptions, work orders, e-mail,
announcements, bulletins, informal notes, house magazines and organs, annual reports,
handbooks, procedures, operation manuals, official guidelines, regulations, codes,

contracts, performance appraisals, and meeting agendas and minutes to name a few (Harri
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& Nelson, 2008: Harris, 2002). Annual reports, press releases, e-mails, letters, intranet
and other electronic communications and the written credos, sayings and general culture
forming messages surrounding the workplace provide a great deal of information about
the type of culture as an organization would like to project (Harri & Nelson, 2008: Harris,
2002).

As we place a strong belief in the written word, the impact of written language in an
organization can be one of the first communication processes we encounter. Written
communication is a process of reducing message into writing which is extensively used
in organizations (Bisen, 2009). To deliver the messages from the sender to the receiver,
this written communication should be written clearly and effectively. The effectiveness of
the written communication may be evaluated from characteristics of effective sentences
which have the features of unity, coherence, variety, economy, proper selection of words
and the simplicity of the selected words (Bisen, 2009).

2.1.8.2. Features of Non-verbal Communication in Business

Language use in non-verbal communication context also plays greater role in business
work. In non-verbal communication, the use of paralinguistic features, such as voice
dynamics, facial expressions, gestures etc are used to complement linguistic utterances
(Longe, 1999). Other than this, Nikolova and Ivanova (2008) also notified that
paralinguistics plays an important role for the successful overcoming of linguistic barriers
in business communication. As a result of this, non-verbal communication is important
for organizational communication in many ways. This can be inferred from the idea of
the sentence which says actions speak louder than words to indicate that people believe
what we do more than what we say (Green, 2006; Harris, 2002). According to these
views, people truest the business partners when what they do and say much each other in
their organization in business communication. To confirm this idea, it is believed that
non-verbal messages cover over 90 percent of a message that we receive (Guffey &
Loewy 2013).

Non-verbal messages can be conveyed in different ways. These include a wide range of

non-verbal body movements which are used to express emotions and paralinguistic
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mechanisms that expresses tone of voice (Guffey & Loewy, 2013; Bisen, 2009 & Fiske,
1990). These can be divided as body language that occur in the body positions and
movements which show what the person is feeling or thinking and paralanguages that
express how something is said in body languages ( Bisen, 2009). These body languages
include facial display, eye contact, gestures (or Kinesics), posture, appearance, smile,
clothing and accessories etc. Facial expression provides vital information regarding one’s
own internal views about how things are going on which can be observed and
distinguished at varied range of emotions. These may include excitement, enjoyment,
surprise, distress, humiliation, anger, disgust and fear (Su, Hsieh, & Huang, 2007). All
these can be understood from position of eyebrow, eye shape, mouth shape and nostril

size and their combinations (Fiske, 1990)

The face is the index of the mind that expresses the thoughts of the mind and the feeling
of the heart. A cheerful or appreciative smile, displeased frown, a look of surprise and
several other expressions of the face can convey with or without words, the attitude,
feelings and reaction of good communicators (Bisen; 2009). It is the most revealing of
emotion that can affect the communication expressed in its different parts (Guffey &
Loewy, 2013). Though some people try to hide their feelings by controlling their
emotions, most people display it openly as facial expressions can be voluntary and

involuntary add to or entirely replace verbal messages (Guffey & Loewy, 2013).

Eye contact is the other form of body language. It can express interest, attraction,
intimacy, dominance, persuasiveness, aggressiveness and credibility. It is also used to
control interactions and monitor feedback because it is a powerful means for establishing
relationships and indicating an open and honest approach. “Making eye contact at the
beginning or early in a verbal statement indicates a desire to dominate the listener to
make him or her pay attention; eye contact towards the end of or after a verbal statement
indicates a more affiliative relationship, a desire for feedback and to see how the listener
is reacting “(Fiske, 1990, p. 69). It can indicate that both speaker and listener are
interested in the communication by creating rapport between them though the rules and

customs of culture influence on how they use their face and eyes (Bisen, 2009).
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Similarly, gesture and posture can affect communication. Gesture constitutes handshake,
sitting position, thumbs up, hand to face, head nod, collar pull, thumb and finger rub, eye
signals and wink of the eye (Bisen, 2009). Added to this, posture that indicates ways of
sitting, standing and lying can communicate a limited but interesting range of meanings
(Bisen, 2009; Fiske, 1990). They are closely co-ordinated with speech and supplemented
with verbal communication (Fiske, 1990). According to Bisen (2009), gestures like
playing with the ring, twisting a key chain or clasping one’s hand tightly may indicate the
state of mind of the speaker affecting both the encoding and decoding of his/her message
in communication. Similarly, posture can also indicate emotional state, particularly the
degree of tension or relaxation that can indicate high status and self-confidence to
shyness and submissiveness. However, it should be clear that different situations demand
different postures (Guffey & Loewy, 2013; Faske, 1990).

2.1.9. The Use of Language in Mass Communication

The use of language in mass communication plays vital role for the survival of business
of an organization. The beginning of the use of mass communication rised to create
public relation in business to show how business secure coverage for its client in the
public relations model ofpress agentry whichwas observed in 1850s (Johanna 2004).
This may raise the role of public relations that played a major role to regulate and make
systematic link between the press and other institutions of mass communication
(Shoemaker, Pamela & Reese, 1996). This in turn has relation with the theories of media.
In this case, organizations use a variety of media to reach the public and achieve their
goals in their practice of mass communication. For instance, newsletters, posters, bulletin
boards, voice-mail announcements, e-mail messages, closed-circuit, TV newscasts,
kiosks, intranets and other means of media communication can be used (Grunig, L.A., et.
al. 2002). These forms of mass communication are also a means of communication which
allows business to lead the information to a wide range of people in a fast manner and
short period of time (Gentil & Vulcabras/azaléia, 2011). They are the process of sending
messages from the choice of the countless mass of recipients who are realized by
manipulating the symbols that carry specific meanings to communicate with a wide range

of geographically scattered people (Siljanovska & Ejupi, 2013; Theaker, 2004). To
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achieve this goal, it is clear that language plays the centeral role. It shows the way mass
media can create good image to inform, persuade or entertain its customers and attract
toward the business only if these customers can understand the language and symbols

used in a mass communication.

Furthermore, to accomplish a mass communication, there should be channels of mass
media like the press, radio, television and internet which will perform the diffusion of the
message or information from the source to the massive audience (Siljanovska & Ejupi,
2013). In this kind of mass communication, Theaker (2004) explained that good media
relations can contribute to longer-term strategic objectives such as improving company or
brand image and higher and better media profile in changing the attitudes of target
audiences who are customers. Besides, improving relationships with the community,
increasing market share; influencing government policy; improving communications with
investors and their advisers and improving industrial relations in business
communications can easily be activated when the organizations use such mass
communications in their communication practice using language that can be easily
understood. From these points of view, we can imagine that how language should be used
can influence the customers of an organization in a big financial business instituation like
CBE. As far as the effect of language in use in such a context is concerned, Krauss and
Chiu (2005) elaborated that language is the principal vehicle for the transmission of
cultural knowledge and the primary means by which we gain access to the contents of
others' minds according to the norm of the receiver of the messages. This implies that the
business language that should be used in such mass communication in business
organization like CBE should consider all the linguistic back ground of the customers.
Demirsoy, Dikener and Enderhan (2013) confirm the possibility of this kind of
communication at local Medias which carry out the publishing activities to inform people
of the region with limited borders should clearly entertain defined information cealer and

free formation according to the public opinions of the customers.

It is also claimed that corporation executives hold press conferences to announce a new
product, movie actors and release press kits through their publicists in their press release

and press conference which allow them to regulate the release of information more
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efficiently to everyone (Shoemaker, Pamela and Reese, 1996). In this case, mass media is
one of the most important tools which give direction to change and shape to the society
by developing technology (Karagéz & Cilizoglu, 2013). In addition to this, the growth of
the mass media and their capability to transmit information and messages at the same
time has changed the process of communication itself (Siljanovska & Ejupi, 2013). Fang
(1997) noted that communication media intrude into our lives more than most of us
realize and influence our daily activities. For example, Fang, (1997) confirms that
advertising has been enabled multitudes of people to send an infinite number of messages
by a variety of means to even greater multitudes of other people in business
communication. In all these cases one can easily understand that the role of language is
mendatory in each form of mass communication or else the intended messages could not

be acheieved unless and other wise.

On the other hand, from the understanding of mass communication as an important tool
for transmitting information in a wide, fast and broad achievement; it is important to
observe the manners in which other elements may assist the reorganization for diffusing
ideas and maintaining the balance of the individual and the society to apply appropriate
formation for the public opinion (Gentil & Vulcabrés/azaléia; 2011). Accordingly,
Shoemaker, Pamela and Reese (1996) explain that in delivering mass communication, it
should be understood that the community’s environment in which the medium operate
and the community's economy and culture as well as its physical and social layout will
affect both the kind of media that set up the business and how they become successful.
Thus, it should be understood that though media have a powerful role to play in shaping
public opinion (Theaker, 2004), it needs to know the process through which messages
can be received and understood by the audience and the effects that those messages may

produce depending on the language used in context of local environment.

2.1.10. Language Related Barriers in Business Communication

There are varies barriers of communication that can create difficulties during or after
communications by retiring or distorting the messages in business communication which

are related to language. Among the barriers, linguistic difficulties are some of the biggest
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barriers in communication (Nikolova & Ivanova, 2008). These barriers of communication
may be raised due to different factors that affect the communication processes between or
among the sender and receiver of the message in the language use of the business
organization. According to Blundel (2004), physiological, psychological, cultural,
political, economic and technological barriers are the underlying causes of barriers of
communication in business communication which can directly or indirectly influence the
use of language. Understanding these kinds of barriers of communication help business
organization such as CBE to get awareness and adjust themselves in the ways that they

can overcome the problems and communicate with their language use.

Physical barriers of communication include the loud noise of machines, electronic noises
interfere telephone or loud speaker system, illegible hand writing, bad photo-copies etc,
time and distance that can be raised from location and large working area, congestion in
telephone and network facilities and faulty seating arrangement in a hall due to the nature
of the environment (Bisen, 2009; Khan & Khan, 2012). Khan and Khan (2012) also
consider perceptual barrier; emotional barrier and improper way of explanations because
of frustrations as physical barriers. Thus, physical barriers can reflect any external or
internal factors that can be revealed vividly and attack the smooth relationship between/
among the stakeholders and the customers that can affect their language use. Thus, from
these, we can assume that it is expected that the stakeholders have to have the
competence of overcoming these physical barriers to satisfy the interest of their client and
communicate properly by using language according to the context of the problems under

taking.

Psychological barriers are also other big problems of barriers in business communication
that we need to understand. They may come from attitude and opinions of the individuals
in favorable of their emotions and closed mind in which they are rigid and refuse to listen
(Bisen, 2009). Added to these, Bisen (2009) also remarks that status-consciousness in
which we are over-conscious of our lower or higher rank and do not express ourselves
candidly can create faulty transmission where we lost most of our transmissions due to
poor retention. Most of the time, it is impossible to free ourselves from psychological

noise and we must simply strive to recognize that it exists and take those distractions into
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account when we converse with others. Moreover, defensiveness, distorted perceptions,
guilt, project, transference, distortions from the past experiences and misreading of body
language, tone and other non-verbal forms of communication can create psychological
barriers (Wertheim, 2008). As far as psychological barriers are concerned, (Krauss &
Chiu, 2005) argued that language is implicated in most of the phenomena that lie at the
core of social psychology such as attitude change, social perception, personal identity,
social interaction, intergroup bias, stereotyping, attribution and the likes that may affect

communication.

It is also important to note that other impediments such as semantic or choice of words,
cultural, political and technological devices can also affect communications as barriers
(Bisen, 2009); Wertheim, 2008; Blundel 2004). For example, the choice of words or
language in which a sender encodes a message will influence the quality of
communication because language is a symbolic representation of a phenomenon, room
for interpretation and distortion of the meaning exists. This may appear when a person
interprets same word in a different meaning and this will cause barrier between the
communications if the sender and the receiver of the message attribute different meanings
to the same word or use different words for the same meaning (Bisen, 2009; Wertheim,
2008).

Similarly, culture can be the other factor that can contribute for the barriers of
communication in business. Blundel (2004) argues that cultures shape the way we think
and behave that can be seen as both shaping and being shaped by our established patterns
of communication in which people are often unaware of the profound impact of cultural
forces. It is when we experience contrasting cultures at close hand that these forces
become more apparent as nations, occupations, organizations, teams and other social
groupings all share a tendency to develop distinctive cultures that are also true for the
communication practices of CBE. According to Knoblauch (2001) culture involves the
set of typifications of objects, ideas and actions and a system of relevance which guides
preferences for objects, ideas and action that are common to a certain group. It is not
simply a “cognitive” phenomenon which allows us to “interpret” the world; it also

imparts actions and other social phenomenon. From the perspective of the communicative
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approach, culture is enacted and seen as a continuous process of meaning construction
through communicative action that includes discourses, texts, symbolic practices and
communicative events that constitute the ongoing stream of social life. Thus, these can
indicate that cultural factors can practically influence the communication practices
activities of business teams in their creation of active relationship with their stakeholders
which are inseparable from language use. Wertheim (2008) also stressed that if there are
some dramatic differences across cultures in approaches like areas as time, space and
privacy, the opportunities for miscommunication can occur in cross cultural situations
communications. Based on his assumptions, Wertheim (2008) argues that effective
communication requires deciphering the basic values, motives, aspirations and
assumptions that operate across geographical lines that needs the deep understanding of
culture during communications in perspectives of language use. From these contexts, it is
possible to assume that the failure to understand cultural features in respect to language

use in different cultural aspects will be resulted in barriers of communication.

In a similar context, political situation that may be created from marginalization and
technological development that may be resulted from technical failure also cause barriers
of communication in which messages are not delivered properly from the internal
stakeholder to the customers (Blundel, 2004). This can indicate if messages are not
delivered properly, the communications practices of the bank will fail under questions
indicating that the Bank cannot make smooth relation with its clients in its business work.
For example, due to political marginalization, the customers may not use a certain
language or due to technological illiteracy of the stakeholder, he/she may fail to send the

intended massage to the customers.

2.2. Theoretical Frameworks of the Study

Thoeries provide various insights in research work. Regarding this, there could be
different types of theories depending on the field of study. In a similar context Réka and
Borza (2012); Wrench and Punyanunt-Carter (2012) and Blundel (2004) expressed that
different theories can be used in the language in use in the communication practices of an

organization. Concerning this, each theory has its own framework through which it
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presents its argument in order to achieve its objectives. However, a researcher is expected
to choose and adapt the theories with his/her own justification depending on the nature of
the variables of his/her research agenda. Accordingly, to address the research questions
and objectives of this study, systemic functional grammar of Halliday (2002), and speech
act theory and grounded theory were equally used used to investigate the use of
language the communication practices of CBE in the way that each theory fits to the
context of how the Bank used language in its communication practices in the data
collected from varieus sources.

2.2.1. Systemic Functional Grammar

As this study mainly focuses on the language in use in the communication practices of
CBE for its business transactions, it is important to see the clarities of the grammatical
elements of the language used to address messages in the written and spoken channels of
the Bank. According to Halliday (2002), the particular form taken by the systemic
functional grammar of language is closely related to the social and personal needs that
language is required to serve on the system of language and its functions. This means
language in its grammatical components can give many different meanings depending on
the context in which it is used. Halliday (2002) explains this in the following way.

It is fairly obvious that language is used to serve a variety of different needs, but until
we examine its grammar, there is no clear reason for classifying its uses in any
particular way. However, when we examine the meaning potential of language itself,
we find that the vast numbers of options embodied in it combine into a very few
relatively independent “networks”; and these networks of options correspond to
certain basic functions of language. This enables us to give an account of the
different functions of language that is relevant to the general understanding of
linguistic structure rather than to any particular psychological or sociological
investigation (p174).

From Halliday’s (2002) idea, it is possible to infer that systemic functional grammar
(SFG) helps us to understand and concentrate on grammatical structure of a language in a
given context in order to interpret the function of the language in its communicative
aspect with the meanings it delivers from the speaker to the listener. Accordingly, this
theory was used to explain how the grammar of the language was used to explain
different communication activities of CBE in interacting with its customers and

disseminating the information need of the Bank in its channels of communication to
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convey a special meaning through producing texts in written or spoken form of the

language used.

To make this more explicit, Halliday (2002) writes the particular form taken by the
grammatical system of a language is helpful to begin with the notion of an act of speech
which has a simultaneous meaning potential of language we choose: whether to make a
statement or ask a question, whether to generalize or particularize, whether to repeat or
add something new, whether or not to include our own judgment and so on in our
speaking. Thus, the speaker or writer selects the “grammar” of the language as one of the
available options within the system of the language. Accordingly, as the primary
functions of language are to enable human speakers to express and communicate with
accuracy and efficiency in their conceptual thoughts, the ways through which language
was used in the Bank with meaningful utterances in their sentences within the context of
their utterances in their illocutionary acts such as assertions, questions, orders,
declarations and thanks in terms of what they intend to communicate to their customers
and the entire community was discussed. Kaburise (2011) argues similarly indicating that
mastery of structural regularities of language remains a very passive asset if speakers do
not exploit these forms for the purpose of transmitting and receiving thoughts, ideas and
feelings between speaker and hearer or writer and reader. Thus, Kaburise (2011) stresses
forms are the manifestations of language where as its functions are the realization of

those forms.

Added to this, Halliday (2002) concluded in his study that SFG has three outstanding
functions. According to his study, the first function of the language is the expression of
“content” which shows the language structure and language function speaker’s
experience in the real world. This function includes the inner world of the speaker own
consciousness which is called ideational. In serving this function, language also gives
structure to experience and help to determine our way of looking at things. This requires
some intellectual effort to see them in any other way than our language suggests to us.
The second function of language is to serve to establish and maintain a social relation
which is created by the role of communication practices of the language used. This means

the interaction between one person and another one which we may refer it as
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interpersonal communication can bring these relationships. Regarding this function,
social groups are delimited and the individual is identified and reinforced by enabling
him/her to interact with others. In this case, language serves in the expression and
development of one’s personality. The third function of a language has to provide for
making links with itself and with features of the situation in which it is used which is
called the textualfunction. This function enables the speaker or writer to construct “texts”
or connected passages of discourse (in this case different written materials the Bank used
to communicate with its client) relevant to the situation and enables the listeners or

readers to distinguish a text from a random set of sentences.

Thus, these three functions of language that include the content, interpersonal and the
textual function of SFG was seen in the language use of the communication practices
CBE’s channels of communication when the workers of the Bank and the clients use
language and make communication with one another. These three functions were seen
from the angles in which language in use provided a holistic understanding for
participants’ views and actions. Thus, in line with this context, the theory was used to
analyze how the grammars of the language used by CBE help the customers or the public
to understand the meaning of the messages delivered in the communication channels or

workers of the Bank.

2.2.2. Speech Act Theory

Speech act theory has its contribution in analyzing language in use. This may arise from
the primary function of a language is to enable human beings to express and
communicate their conceptual thoughts with accuracy and efficiency (Vanderveken,
2001). It is also argued that to achieve this function of language, speech act theory
expresses its nature of expression and communication in relation to illocutionary acts of
units of meaning in its use and comprehension (Vanderveken (2001). Regarding this,
there are five general ways of using these illocutionary acts in a language. These are how
to tell people how things are (assertive), how we try to get them to do things

(directives), how we commit ourselves to doing things (commissive), how we express our
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feelings and attitudes (expressive) and how we bring about changes in the world through

our utterances (declaration) (Searle, 1979).

Most of these illocutionary acts are performed not to conform to a convention but with
the intention of communication (Bach, 1994). To achieve these goals, Vanderveken
(2001) assured that speakers should express and communicate their thoughts in the very
performance of illocutionary acts. Moreover, speech act theory contributes to the theory
of linguistic universals in formulating the necessary and universal laws governing the
successful performance and satisfaction of all kinds of illocutionary acts in language use
and comprehension (Vanderveken, 2001). In the current study, as far as the language in
use of CBE to gain effective communication practices were concerned, how the Bank
used the language in its illocutionary acts should be assessed. Accordingly, this
theoretical frame work was served to guide the study to investigate how language was

used to address the communication practices of the Bank in its communication channels.

On the other hand, speech act theory is an intentional and meaningful act performed with
an expression or expressions. The word ‘speech’ suggests saying something out loud with
expressions when the speakers/ writers and their audiences understand one another from
the linguistic acts of speakers’/writers’ performances (Kearns, 1994). From this point of
view, Kearns (1994) points out that words are conventionally associated with certain
types of acts and will normally be used to perform those kinds of acts. This means, the
meaning of someone’s linguistic act is his / her intention for that act to convey the
meanings he/she wants to convey to his/her listener. Most words are conventionally
associated with more than one type of act but the language user’s intention determines
which particular type of act he / she perform. According to Vanderveken (1994), in the
performance of an elementary speech act, the speaker always relates the propositional

content to the world so as to determine a direction of fit between words and things.

With particular to direction of fit between words and things, speech act theory claims that
there are four possible directions of fit (Vanderveken, 1994, 2001). According to the
ideas of this scholar, the first direction of fit between words and things is words-to-world
direction of fit. This kind of fit reveals the correspondence of words to the objects of

reference as they stand in the world. All speech acts with the assertive point, for example,
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statements, predictions, testimonies and notifications have the words-to-world direction
of fit. This means, their point is indeed to represent how things are in the world. From the
perspective of this fit, this theory was used to analyze whether the language in use in the
communication practices of the Bank fit to represent the objective realities and ideas of

the local context or not.

The second direction of fit between words and things is the world-to-words direction of
fit. This fit happens when the world is transformed to fit its propositional content of the
actions of the words of the speaker in the future. All speech acts with the commissive and
the directive points that include promises, vows, requests and orders have the world-to-
words direction of fit. The main point of this fit is to get the world to be transformed by
the future action of the speaker (commissives) or of the hearer (directives) in order to fit
the propositional content. The purpose of using this direction of fit in this study was to
see how language was used in the communication practices of the Bank to achieve the
business objectives of the Bank. In this case, language use analyses of the Bank was held
considering how the things in the world of the Bank was changed to correspond to the

words uttered in the performance of the illocutionary acts of the Bank.

The other direction of fit between words and things is the double direction of fit. This fit
represents the transformation of the world by an action of the speaker to fit the
propositional content by the fact that the speaker represents it as being so transformed.
All speech acts with the declarative point such as declarations, appointments, definitions
and condemnations have the double direction of fit. They serve to transform the world by
way of declarations when they are satisfied and their main declarations are successful.
This fit is realized when the world to fit the propositional contents and the propositional
contents in their turn fit to the world. Regarding this, this theory was used to identify and
discuse how the positive discourses held between the Bank and its customers fit the

interest of both party.

The last direction of fit between words and things is the empty direction of fit.
Sometimes, there is no question of success or failure of fit between words and things. In
that case, the illocutionary act has only the expressive point. Its main function is simply

to express a mental state of the speaker about the state of affairs represented by the
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propositional content which is presupposed to be true. This kind of illocutionary acts
include expressive points like apologies, thanks, complains and boasts which have the
empty direction of fit. These illocutionary acts manifest what the speakers feel about
them and they are not considered either satisfied or unsatisfied. They are rather
considered appropriate or inappropriate interventions whose goal is expressive (e.g.
exchange of greetings, welcomes, eulogies, public manifestations of faith). They serve to
express common attitudes of their speakers and their master illocutionary acts. In line
with this direction of fit, this study analyses the language in use of CBE to see whether
the expressions of the language used to entertain the common interest of the Bank and its
customers was appropriate to the local context or not. Kearns (1994) stated this acts
should constitute the fundamental ‘linguistic reality’ that community use in their
performing action. This mean the expressions used is expected to go with the language
skills of the community to make the intended message of the expressions to be

understood by the public in their level.

It is also known that speech act theory has to use the resources of various sciences
dealing with communication and action in order to study these universals (Vanderveken,
2001). These sciences include not only the philosophy of language, action and mind but
also linguistics, anthropology, cognitive science, psychology and computer science.
Consequently, there are various ways to confirm the material and formal adequacy of the
universal claims of speech act theory. Some of these claims require an empirical
confirmation from the observation of linguistic or psychological data. Based on these
facts, in the current study, it is most useful to analyze the language use of CBE that goes

with technological inovation from the angle of the understanding of the customers.

Taking into account all the aspects mentioned above, the notion of speech act is also one
of the most fruitful notions of contemporary linguistic theorizing. It orients our scientific
endeavors to-wards the function of language in human communication and allows us for
a combination of different methods and fields of linguistic and philosophical
investigations like the theory of grammar, the theory of meaning and the theory of
discourse (Wunderlich, 1980). According to Wunderlich, (1980) the theory of speech acts

starts with the assumption that the minimal unit of human communication is not a
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sentence or other expression, but also the performance of certain kinds of acts, such as
making statements, asking questions, giving orders, describing, explaining, apologizing,
thanking and congratulating. As a result of this, the act itself is not to be confused with a
sentence or other expression uttered in its performance. In this theory, there is a
customary distinction between two types of acts. These are direct speech acts where the
speaker says what he/she means and indirect speech acts where he/she means something
more than what he/she says (Gee, 1995; Wunderlich, 1980). From this point of view, this
study investigated how CBE used language to make direct or indirect communication
with its customers in all its business activities like face to face communication, electronic

and some written and spoken language.

Furthermore, speech act theory construes instances that interconnect a particular domain
of language in use based on the rules and structure of language and a domain of
communication based on its own principles, rules and structures belonging to the more
inclusive area of social interaction (Wunderlich, 1980). This indicates a speech act makes
a linguistic utterance the bearer of what would best be called a communicative sense.
Thus, it should be noted that a communicative sense belongs to the domain of social
interaction and can in general be implemented in various ways. Among the contexts in
which the interaction can be implemented, the use of verbal utterance is the most
elaborative and effective ways of communication. This confirms that, speech act theory is
a branch of theory of communication viz. that involves linguistic utterance rather than a
part of the theory of language (Wunderlich, 1980). Thus, using this theory, the current
study gave focus to analyze the spoken languages of the Bank which were used on
Medias and tried to see how these utterances were used to make interaction between the

Bank and its customers.

Despite variation in focus and the strength of speech act theory in studying language from
different angles of expression and communication of illocutionary acts, it is criticized in
failing to appreciate critical contribution of context in circumstances. There could be a
context in which acts can be performed nonverbally instead of using verbal
communication actions. For example, there can be a context in which single utterance can

have its own meanings like requests and offers etc. This kind of communication can be
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performed in nonlinguistic things due to other factors like particular factual states, social
relationships, psychological states and attitudes between participants (Gee, 1995). In
spite of the criticism, this study focused on the verbal use of the theory and used it to

analyse the language use of the Bank in its communication practices.

2.2.3. Grounded Theory

Grounded theory is used as one of the many theories that can be used in qualitative
approaches. For example, Gray (2004) proposed this theory as a potential overarching
framework for dealing with many issues which does not begin with  prior
assumptions about hypotheses, research questions or what literature should underpin the
study but commence with a defined purpose with the realization of modifying this
purpose which is altered during the research process itself. Based on this fact, in
this study, the researcher used this theory to describe the data which is collected from
interviews and observations in the processes of communication processes of the Bank to
try to create answer the research questions. From this perspective, this theoryemphasized
the researcher work with his or her participants to actively construct the data and
to get beyond static analysis to multiple layers of meaning (Gray, 2004). According to
Creswell (2012) grounded theorists proceed through systematic procedures of collecting
data, identifying categories (used synonymously with themes), connecting these
categories, and forming a theory that explains the process. In this case, the researcher
believd that the data collected from interview and observation enabled him to understand
the components and dynamics of CBE’s language use in order to identify the language
use problems and interpret the problems that enhance the ways through which the

problems can be solved.

Added to this, grounded theory is used when a broad theory or explanation of a process is
needed to generate a theory when the existing theories do not address the research
problem (Creswell, 2012). As a result, as a theory is “grounded” in the data, it provides a
better explanation than a theory borrowed “off the shelf,” because it fits to the situation
that actually works in practice and sensitive to individuals in a setting and may represent

all of the complexities actually found in the process (Creswell, 2012). The theory also
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expresses the purposeful sampling of individuals to interview or observe and espouses a
unique perspective that distinguishes it from other qualitative approaches to data
collection. More over, it uses a procedure involving the simultaneous and sequential
collection and analysis of data (Creswell, 2012). Creswell, (2012) also further extends
that this theory explains at a broad conceptual level, a process, an action, or an interaction
about a substantive topic. Accordingly, this theory ise used to explain language use in the
process of business events, activities, actions, and interactions that occur in CBE over
time by identifying through interviews and actual work observation of the Bank to see
how it interacted with its internal and external environments using languages in its

communication practices.

In addition to this, grounded theory also provides a template for doing qualitative
research stamped with posetivist approval (Dornyei 2007). Thus, from this perspectives,
this theory is used to see how the language user collect information by listening to the
public and bring in new information between the organization and its customers to
accommaodate or resist problems depending on the issues or opportunities that this new
information represents. Thus, the results of this information influences the value of
language to an organization and to society in general when the messages obtained is
clearly disseminated between the public and the organization in the way that both parts
understand each other from the context of the language used which was identified from
the interviews and observations. From this point of view, this theory was used to see how
CBE used clear language to address the follow of information between the Bank and the
customers according to the context of the country. As a result of this, due attention was

given to see to what extent the Bank considered its customers when it uses a language.

Furthermore, grounded theory provides tools for indepth analyses of phenomena. Its
focused inquiry with its progressive inductive analyses moves the work theoretically and
covers more empirical observations than other approaches. Accordingly, in the grounded
theory, it gives an opportunity to generate theoretical knowledge in areas where little is
known about aphenomenon ((Dérnyei 2007). As a result of this, after the indepth
interviews have been made, the researcher tried to clarify the reasons for which the Bank

used the languages that it used and the real problems that faced the Bank due to this
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language use. The key finding of the grounded theory may suggest the problems in the
use of language in all the activities of the Bank. Based on this context, in applying the
grounded theory approach to language in use of CBE, careful analyses were made and the
problem areas of the language use of the Bank was identified. Thus, in all the data
collected from the interviews and direct observations, language related problems were
identified by following the procedures and actions to initiate corrective actions within the
Bank to affect knowledge, predisposition and behavior of both internal and external
publics. In this aspect, grounded theory system deals adequately with communication
processes which can be a good base for describing and analyzing the communication
practices. Based on these facts, this study considered how CBE used language as a means
of communication to treat all the public and described how the language use were
understood by the public in the business context of the Bank.

Concerning this, it was expected that the language used in CBE during its communication
practices should be understood by the public to create smooth relationship between the
Bank and its customers according to the local context. In this case, it was assumed that
the theory suggested the detailed and systematic procedures that facilitated in a more
naturalistic paradigm (Dornyei 2007) which was supported by essential growth and
success for the business of the Bank. Thus, all the raw data from the interviews and
observations were carefully collected, transcribed and analysed in detail for the meanings

that they give for the communication purposes of the Bank.
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CHAPTER THREE: RESEARCH METHODOLOGY
3. Introduction

The purpose of this study was to investigate the use of language in the the wriiten and
spoken business communication practices of CBE. It emphasized on how CBE uses
language in its communication practices to maintain a relationship with its customers and
attract new ones in its communication practices in different channels. Based on this fact,
the chapter presents the research methodology. Regarding this, mixed method research
(MMR) was adopted due to the nature of the study as a research design. Thus, to answer
the research questions outlined in the first chapter, the first section of this chapter
clarifies the reason for using this research design. The second section explains how the
quantitative and qualitative phases of the study are used to investigate the language in use
in the communication practices of CBE along with justifications. Following these, the
chapter describes the research setting, research participants, methods of data collections,
data transcriptions and translations, techniques of data analysis and interpretation, pilot
study, credibility and dependebility of the research tools. Finally, ethical considerations
undertaken in the course of the report are explained.

3.1.Research Design

Mixed method research design (MMR) was chosen from the other forms of MMR
designs for this study for different reasons. First, the research reviewed all types of MMR
and chosen convergent parallel MMR after argueing for and against how to use these
methods and found out that this design fitted to this study as the qualitative and
quantitative data were found important to be collected side by side and analysed at a time
to comare and contrast the results of the two and achieve the specific objectives of this
study. The reseason for choosing this design is raised from the fact that this kind of data
collection is used to see the similarties and differences of data collected from qualitative
and quantitative data of the study population. To the contrary, the other forms of MMR
designs such as explanatory sequential design, exploratory sequential design, embedded
design, transformative design and multiphase design were found to be unfit to the context

of the study (Creswell, 2012) for the following reseasons. To begin with, in the
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explanatory sequential MMR design, a researcher might collect quantitative and
qualitative information sequentially in two phases. To do so, data could be collected in
three ways. This could be by giving a priority on quantitative data analysis which was
followed by analyses of small components of qualitative one or quantitative data analyses
followed by qualitative data or the use of the qualitative data to refine the results from the
quantitative one. In this kind of research design, the researcher was expected to report the
result by identifying clear headings in each report in two phases. The other mixed method
design was exploratory sequential design. Similar to explanatory sequential design, it
followed one method of data collection following the other. In this design, the researcher
should begin with qualitative data collection followed by quantitative information. The
purpose of this design involved the procedure of gathering qualitative data to explore a
phenomenon and then collecting quantitative data to explain the relationships with the
result found in the qualitative one by giving emphasize for the qualitative data. In the
explanatory and exploratory sequential designs, the data were needed to be collected and
analyzed one after the other. However, in the current study, the raw data was collected
from the use of language in CBE in communication channels during data collections.
This needed to justify why CBE used such language in the contexts that the Bank used
the languages. As a result, the researcher found important to give equal priority for the
qualitative and quantitative research method to collect the data at a time and made the
analyses. Thus, explanatory sequential design and exploratory sequential design were

found to be irrelevant for this study.

Moreover, the embedded design was also not used. Though this design followed the
means of collecting quantitative and qualitative data simultaneously or sequentially, this
study had no place for a sequential method. Similar to this design, the transformative
MMR design was also not used as the intent of this design was to address a social issue
for a marginalized or underrepresented population like a feminist perspective, a racial or
ethnic, disability and gay or lesbian perspective to bring change. To the contrary, the
concern of this study was about language in use in the communication practices of CBE
that needed to explain the language that the Bank had already used. Likewise, multiphase

mixed methods designs were also excluded as the design might also fellow a combination
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of convergent or sequential designs where the focus of this study was only on convergent

one.

Contrary to all the above-mentioned research designs; the current study adopted
convergent MMR for the coincidence of the strength of this design to achieve the
objectives of the study. In this design, both quantitative and qualitative data were
collected simultaneously to merge or mix the data together after collecting them side by
side and use the results to understand the research problem. Regarding this, the
qualitative research method was used to see an in-depth and holistic understanding of the
relationship between CBE and its publics from its language use perspectives in its
communication channels (Mack, Kathleen, Macqueen, Guest, Namey, (2005). Added to
this, the strength of qualitative research is its ability to provide complex textual
descriptions of how people experience a given research issue and. provides information
about the “human” side of an issue, often contradictory behaviors, beliefs, opinions,
emotions, and relationships of individuals. The aim of the quantitative design was
grounded in positivism approach to explain phenomena based on what was already
known about the language in use in the communication practices of CBE and then used to
triangulate the qualitative data with valid questionnaires related to measuring
communication strategies of maintaining relationships and the workers’ language use to

solve language-related problems.

The other reason for using convergent MMR paradigm was for its concern with action
and change which interplay between knowledge and action (Goldkuhl, 2012; Mkansi &
Acheampong, 2012). It was also aroused from the fact that research related to
communication was done in interpretive and realist worldviews or paradigms that use
MMR (Daymon & Holloway, 2011). The research argued that each of these world views
had different assumptions about the nature of communication management and how it
could be accessed in the language in use in the communication practices and its
implication for the practical approach of solving language-related problems that forced

him to use parallel convergent MMR.
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Added to this, in using parallel convergent MMR design, the knowledge character within
pragmatism is also used to explain and understand the research problems to give
guidelines, exhibit values and suggest possibilities which have the ideas of positivism and
interpretive that can help the researcher to take an advantage of using qualitative and
quantitative methods (Goldkuhl, 2012; Wunderlich, 1980). Based on this idea, in using
the pragmatic approach, data was collected in the way a system of rules defines the
relationship of meaning to the context in which it matched with functions with particular
language choices in a particular context and investigation of syntactic/semantic
examination and the study of meaning in relation to speech situations in the context in
which CBE used language. In this design, pragmatics was concerned with the way in
which the interpretation of syntactically defined expressions depends on particular
conditions of their use in context and linguistic acts performed to define interesting types
of speech acts and speech products that characterize the features of the speech context
which is expressed by a given sentence from the qualitative and quantitative data. This
concept may go with the idea of Kaburise (2011) that stated convergent MMR is used in
the analysis of discourse that focuses on the analysis of language in use which describes

linguistic forms and functions which are designed to serve in human affairs

Accordingly, the use of convergent MMR provided the researcher with alternative ways
in which one method complements the other in triangulating the research problems.
Therefore, in using the qualitative approach, the research problems were explored in-
depth to understand the meaning and experience dimensions of the lives and social
worlds of the study population depending on their attitudes, behaviors and perceptions
(e.g. Dawson, 2002; Ddrnyei, 2007; Fossey, Harvey, McDermott & Davidson, 2002;
Gray, 2004; Kothari, 2004; Muijs, 2004). In this case, qualitative research held great
potential for the study of language in use in the communication practices of CBE because
of its ability to enable the researcher to be closely involved with research participants and
helped him to better understand social processes, the motivations of the research
participants and the contexts in which they were situated. Added to this, the interpretive
worldview concerns itself with exploring the way through which people make sense of

their social worlds and express these understandings through language (Daymon &
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Holloway, 2002). From this point of view, the researcher could practically understand
how the research participants felt about the problems of the language in use in CBE’s

channels of communication.

Regarding this, Cameron (2011) claimed MMR which is related to pragmatism approach
has strong associations with a practical problem solving with a strong philosophical
foothold in the methodological pluralism camps which is eclectic. According to Cameron
(2011), though this is criticized, the mixed methods researcher needs to acknowledge
these criticisms and rigorously defend pragmatic approaches to choose it as it combines
whatever seem the best from many different areas for the research topic. In addition to
this, Lindenmann (2006) explains in communication research, qualitative research and
quantitative research give a good mix of in-depth information that tells the researcher not
only “how” and “what” people think, but also something about “why” they hold the
views they do. Lindenmann (2006) also further argues that although qualitative research
can provide useful information, it is better to put far more emphasis on quantitative data
collection since it is important to obtain statistically reliable and valid numbers to
pinpoint and substantiate any changes that have taken place as a result of the

communications effort.

From the angles of these scholars’, the study used convergent MMR to investigate the
languages (Amharic and English) used in the communication practices of CBE’s
communication channels. Therefore, the use of MMR in pragmatism research paradigm
in the current study raised from the nature of the research questions. A basic rationale for
this design was that one data collection form supplies strengths to offset the weaknesses
of the other form and that a more complete understanding of the research questions could
be achieved as a result of collecting data from a quantitative and qualitative approach.
Regarding this, convergent MMR was used to understand why CBE used the language it
used in its different communication channels in the way that it used them. To be more
specific, for the result of the survey questionnaires adopted and document analyses he
made, he wanted to get further deep understanding and justification from the qualitative
data interview questions and observations to better understand the problems of language

use of the Bank. These provided the researcher with alternative ways in which one
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method complemented the other in strengthening the findings of the research questions.
Thus, he gave equal priority to both methods and data were approximately collected from

equal sources of information in the study

3.2. The Research Setting and the Target Research Company

This study was conducted in Addis Ababa, Ethiopia. This city was selected by purposive
sampling for different reasons. The first reason was the geopolitics and economic
importance of the city for the country. The city is the center where high ways from all
regional states, cities and towns of the country are connected. This means these regional
cities and towns can meet each other in Addis Ababa, the center of the country. This
indicates that the city hosts daily different passengers from different regions that make
the city the center of business in which many banks serve the people who come from
these different regions of the country. This makes the city economically and politically
significant so that it is believed that CBE is expected to know different issues in its

language use in its communication practices.

The second reason for choosing the city is due to its accommodation of multi-ethnic
composition of the country’s population. It is assumed that Ethiopia has over eighty
ethnic groups who have distinct cultural identities (Anteneh, 2012). Accordingly, one can
easily observe that many of these ethnic groups could be found in this city with a
different number of population and economic background. The fact that the city
accommodates these ethnic groups and hosts daily many people from different regions of
the country make CBE serve different people who can represent an overall Ethiopian
people who speak different languages. This means the Bank is expected to use at least the
major languages in the country which can be understood by its customers and the public

in its communication practices to serve the interest of these people.

The other reason for choosing the city was from the researcher acquaintance of the area
and the advantage of purposive sampling. The researcher has learned in this city for many
years starting from his diploma courses to his becoming a candidate for PhD students.
This issue helped the researcher to take into account feasibility issues in terms of

respondents’ availability; their maturity level and consciousness to get ample information
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(Dornyei, 2007). This gave the researcher convenience in administering the research tools
to make good insights into the actual research concern. From this point of view, the
researcher believed that this gave him reliable and rich data about the communication
channels and Amharic and English languages which were used in these channels by CBE.
It should be noted that purposive sampling is the most successful ways of data collection
method when data reviews and analysis are done in conjunction with data collection
(Mack, Kathleen, Macqueen, Guest, Namey, 2005). Thus, taking into account all these
advantages of purposive sampling, the city was selected purposely.

Among the available banks in the country, CBE was also selected by purposive sampling.
There are several strengths to choose CBE for investigating the language use of the
communication practices of Ethiopian banks as they are perceived in the business world.
To begin with, CBE is the biggest financial institutions of the country that leads the
biggest investments by giving loans to the stockholders (Abreha 2015, Ebisa, 2013). This
indicated that it was the most dominant bank in the country. In other words, as the private
banks were in their infant stage, choosing state banks seemed more sounding during the
study. Moreover, as the banking sector in Ethiopia is regulated by the national bank, and
the service dominated by CBE, choosing CBE seems more reasonable to attain the
objectives of the study. To be more specific for the reseason of choosing this Bank, CBE
had covered a larger geographic area of Addis Ababa and hosts the largest number of
customers. This helped the researcher to collect data from the diversified population.
Furthermore, this Bank needs to make international communications with another world
to attract foreigners and make hard currency for imported materials for the country.
Concerning this, CBE should make internal and external communication using clear
language in its communication practices using different channels of communications that
should be investigated. It was also supposed that the language use of the Bank that came
from the inside to the stockholders in the country and from outside to the international
community should fit and experience the standard of the Bank by using clear language.
As a result of all these reasons, CBE was purposely chosen to accesses rich and ample

data to address the objectives of the study.7
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3.3. Selection of Research Participant

The population of this study was composed of various groups of people that include
officials, experts, workers and customers of CBE. The selection of these participants had
undergone different steps.

3.3.1. Selection of Officials and Experts of the Bank

The selection of officials and experts was done by purposive sampling. This was assumed
from the fact that officials and experts who had a managerial position and a minimum of
five years’ service experiences could give him good ideas to gather ideas to attain the
objectives of the study and answer the research question (see Ddrnyei, 2007; Mack
et.al.2005). However, the selection of these officials and experts had taken him some
complex processes. First, the researcher took supporting letters from Addis Ababa
University and went to one of CBE’s branch manager in Addis Ababa to gather
information about the norm of the Bank. This branch manager indicated the researcher to
go to the head office of CBE’s Human Resource Development (HRD) to get a letter that
should be written to the communication department of the head office of the Bank to
obtain a letter which was written to each sampled branch to gather ample information
about the Bank. Having taken this information from the manager, the researcher went to
HRD to get a supporting letter and the HRD wrote the letter to the communication
department of the head office of CBE. When the researcher took the letter from HRD to
the communication department of the head office, the office took the letter from the
researcher and asked him to identify sampled branches and departments of the Bank from

which he wanted to collect the data.

Based on these facts, the researcher had selected 5 branches namely Hamle 19 branch,
Sidis Kilo Campus branch, Kidist Mariam branch, Kidist Silase branch, Aba Koran
branch and experts from two communication departments of the head office namely
communication department teams and research teams using convenient sampling. After
the researcher had identified the branches and departments, the communication
department office wrote another supporting letter to these five sampled branch managers

and experts of the head office chosen by the researcher through a memo. Following this,
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when the messages of the memo had delivered to the managers and experts, they received

its messages and saw it positively and accepted the researcher.

Though the branch managers and experts of the head office saw the supporting letter in
memo positively, they were too busy in their work and had no extra time to give him
immediate response for the in-depth interviews. Consequently, they appointed him
another time to give him these in-depth interviews and other necessary information and
documents from their branch and department. Taking into account the positive ideas of
the managers and experts, the researcher made frequent visits to the managers and experts
until they settled appropriate time for themselves and their colleagues to give the
researcher the in-depth interviews with this necessary information and documents. To do
so, the researcher had used his techniques and approached the managers and experts in a
friendly way during his frequent visit. Finally, after frequent visits, the managers and
experts could settle appropriate time and places for him in their office and the researcher
could make in-depth interviews and gather information from different officials and
experts who had more experiences in working in different branches and different sections
of the works of the Bank in audio recording. As most of the officials and experts were
Bachelor’s and Master’s degree holder, the researcher had a good opportunity and insight
to get a positive response and access important documents about his research agenda
from these respondents.

3.3.2. Selection of Workers of the Bank

The selection of workers took similar steps with the selection of officials and experts but
not as complex as that of the selection of the officials and experts. To select workers for
the questionnaire part, additional contact was made with other 10 different branch
managers by convenience sampling other than the 5 sampled branches. This time, almost
all of the managers gave positive responses for the researcher and took 10-15
questionnaire papers assuming the number of question papers they could manage to
distribute to their workers and give back to the researcher. Accordingly, the selection of
these workers’ respondents from each branch was made by random sampling through the

managers of the selected branch in Addis Ababa. A total of 200 questionnaire papers
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were distributed through the managers of the Bank and 186 papers that accounted for

about 93 % of the questionnaire was returned.

3.3.3. Selection of Customers

Based on the research design of this study, customers’ selection was divided into two
groups. The first group of the customers was selected for the interview purpose. This
group of customers was selected from different classes of the people who became
customers of CBE and served in different branches in Addis Ababa. To get rich
information from these customers, those customers who could potentially participate or
contribute to the study were selected by snowball sampling using their social network
from a different group of the population (Mack et.al. 2005). Added to this, the customers
were also selected by opportunistic sampling. The researcher interviewed some
customers whom he came across and felt that they could give him good information

while he was doing his fieldwork.

The second group of the customers was selected for the survey questionnaire. To select
this group of the population, stratified sampling was used. The strata were mainly given
to the customers in the account of their work, age, economic and educational
backgrounds to collect data from a different section of the study population. This was
done to collect the data from different groups of the population. In addition to this, these
days, the populations of the study area are the composition of multi-nation and
nationalities of the country. Thus, to access data from these different groups, the
researcher purposely selected and hired 16 data collectors who knew languages like
Oromo, Gamo, Gurage and Tigre. The assumption of selecting these data collectors who
knew other languages was to access data from speakers of different languages other than
the Amharic language. The data collectors were given an orientation to collect the data
from different groups of the population to achieve the objectives of the study and help

those customers who might not know Amharic in filling the forms of the questionnaire.

A total of 350 questionnaire papers were distributed through data collectors to give to 350
randomely selected population and each data collector was given 21 or 22 questionnaire

papers to make their management easy. The number of the respondents was fixed to this,
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because literature indicated that a minimum of 200 respondents are needed to give
responses for survey questionnaires (Dornyei, 2007). Accordingly, the researcher could
get data from heterogeneous groups. From 350 questionnaires which were distributed,
303 that accommodate a total of 86.57% of the respondents were returned for the study.

3.4. Data Collection Tools

To collect ample data and achieve the objectives of the study about the language use in
the communication practices of CBE, the current study used multiple data collection
methods that include in-depth interviews, questionnaires, observations, documents and
content analysis of the print and electronic Media. According to Creswell, (2012), these
tools are used when a researcher wants to provide an alternative perspective in his/her
study. Starting from this point of view, the researcher used these methods to obtain
reliable and rich data from various data sources about language use in the communication

practices of CBE.

3.4.1. In-depth Interviews

In this study, in-depth interviews were held to get in-depth data from the respondents.
Regarding this, (Mack, et al., 2005) remarked that in in-depth interviews, relaxed
atmosphere is created to get an in-depth idea from the respondents. Based on this view
and the available information, the researcher chose 18 workers of whom 8 were experts
and 10 well-experienced officials of CBE. These professionals were selected from the
communication department of the head office of the Bank whereas the 10 well-
experienced officials were selected from the 5 sampled branches chosen in using
purposive sampling from Addis Ababa. Added to this, 19 customers who were selected
from different sections of the study population were also considered for in-depth
interviews to make the data more reliable and access ample information from a
heterogeneous group of population. From all group of participants, the data were
collected to meet to the level of saturation (Muijs, 2004, Gray, 2004; Kothari, 2004).

Before starting each interview, the researcher showed his interviewees the consent form

in which he described his purpose of the study to assure them the content of the interview
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would remain confidential. When he acquainted with them, he became very friendly.
Moreover, in the consent form, he provided information on the possible risks and benefits
that could come from the results of the study. Furthermore, he also assured that after the
research was completed, participants would be able to obtain an executive summary of

the research results.

The acquaintance of the researcher with the research participants such as CBE’s officials,
experts and customers helped him to build positive rapport with them and had
accomplished the following. First of all, the participants were feeling that they could be
benefited from the result of the research as being the worker or the customer of the Bank.
This helped the researcher to take their phone number and made personal contact with
each of them that also created another positive atmosphere for the process of data
collection. Now that their phone number had been recorded, each interviewee was called
on and made an appointment with the researcher on the time and place appropriate for
them. In this case, there was an overlap of time for the researcher with some of the
interviewee. Regarding this, the researcher apologized some of the interviewees for the
reseasons they could not meet with the researcher for the appointments so that they
appointed him on different days after they were re-told the objectives of the research
agenda to re-arrange the schedule. In this case, they fixed for the researcher the time
which was only appropriate for them. Added to this, in snowball sampling, more
interviewees were continued to be searched for the in-depth interviews until the

collection of the data succeed to the level of saturation.

Another important point was that the acquaintance of the researcher with the research
participants helped the researcher to easily encourage the respondents to talk about their
personal feelings, opinions and experiences and the way they saw the world of their
work. In order to do so, different techniques such as expressing sympathy, asking open-
ended questions, pause to allow informants to elaborate their deep feeling, probing and
eye contacts in the ways that they provoke respondents to express their ideas in detail and
express their feelings were used. In this way, ample data were collected from the
respondents and their responses were used for triangulation by considering the major

ideas which were generated from the respondents' in-depth knowledge and experiences.
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The in-depth interview was organized with different stakeholders who had more

knowledge and experiences with the Bank.

In the interview process, the active approach was planned to be used. The participants
were listened carefully to what they said and recorded. During the process, some points
were also corroborated when participants were not understood and were asked with to
elaborate on the points that the researcher thought significant to his study. By doing so,
some irrelevant information was eliminated and more data needed for the study was
included. This collaborative approach was also used to elicit more information by
probing the participants. The content of the interview section contained different thematic
areas which were divided into two parts. The first part of the interview section was aimed
at asking the personal profile of the respondents. The purpose of this part was to have a
comprehensive understanding of the interviewees’ background that might influence their
actions in the language that CBE uses in its communication practices. As much as
possible, matured individuals whom the researcher felt that they had good experiences in
working in the Bank or had good contacts with the Bank had been selected by purposive

sampling.

The second part was the main content of the interview. To begin with, the first question
of the interview part was aimed at asking the communication channels or strategies
through which the bank used to maintain good relationships and served the interest of the
customers. In this case, the interviewees were required to identify the channels used to
communicate with the customers and the public in the communication practices of the
Bank. The official and experts were asked to identify the challenges and opportunities
they faced during the processes of their interaction with their customer as the workers of
the Bank. Similarly, the customers were also asked about language opportunities’ they
had or difficulties they came across in the communication channels of the Bank. As a
result, the interviewee listed different communication channels or strategies that CBE
used with all the opportunity and challenges that they came across. In the areas were the
interviewees failed to understand some technical concepts of the interviews, detailed

information and explanation was given to the level that they could understand the
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interview and the interviewee responded to the interview questions depending on the

level of their knowledge.

The third focus area of the interview was to investigate how CBE kept its promises using
these different communication strategies in its language use. The fourth focus areas of the
interview were concerned with identifying if there were any difference between CBE and
other similar organizations in its communication practices in terms of their language in
use. They were asked to describe what made CBE different from other similar
compotators to identify what CBE did that others did not do.

The other focus area of the interview section dealt with factors that can affect the
language in use in the communication practices of CBE. In this area, the interviewees
were asked to respond to different factors that can influence language in use of CBE. For
example, they were asked to respond to questions related to CBE’s culture of
communication, channels of communication and components of communication
maintenance strategies and attentions given to public discourses. The interviewees were
encouraged to respond to what they knew and did in the language in use of the Bank. In
the contexts where they failed to understand the questions, the interview question was
rephrased and made simple to the levels of the understanding of the participants. In all the
cases, the interviewees explained and responded to what they knew and came across in
the language in use of the Bank in their practical life from the communication events that
they did with CBE.

The last phase of the interview section was asking for the personal comment of the
interviewees on how CBE can improve its language use in its communication practices.
The participants recommended what the Bank should do to enhance its language use in its
communication practices. They recommended what accountability the Bank should
exercise in using language in its different communication practices and channels. The
comments were given on how to facilitate language in use in business communication

channels of the Bank in its electronic, print media and face to face communication.

82



3.4.2. Questionnaires

This method was used to make a survey of language in use in the communication
practices CBE. It was used to collect data from a large number of the study population
and see whether the languages used were clear, transparent and appropriate with the
Bank’s customers and the public to address the Bank’s business communication
transactions. Accordingly, two survey questionnaires that constitute the content of these
elements were prepared for customers and workers using five-point Likert scales in
quantitative mode to strengthen it with ideas collected from the qualitative data. The
assumption of collecting data through this method was to gather extensive data from a

large number of respondents of the study population (Kothari, 2004).

The Questionnaire which asked for the language in use of CBE and the workers'
communication strategies in working with language-related problems which were rated
on five-point Likert scale was adapted. The researcher adapted these two types of
questionnaires in the context that they fit language in use in the communication practices
of CBE. The first questionnaire was adapted from Hon & Grunig, (1999) to ask clarities
of the language used in the communication practices of the Bank with its customers. This
questionnaire was adapted for its relevance in creating a relationship in which language
and communication are vital. This questionnaire had different contents for which the
participants were asked to rate levels of their agreement about their understanding of the
languages used by CBE in terms of their clarity, appropriateness and attractiveness. It
contains 30 questions which were asking for the contents of the CBE’s strategies of
creating longer-term relationships with key constituencies that can best be measured by
focusing on six very precise elements or components of relationship maintenance
strategies that existed. Major contents of these six components of relationship
maintenance strategies were the following: truest (items 1-6); control mutuality (items 7-
11); commitment (items 12-16); satisfaction (items 17-21) communal relationships (items
22-26) and exchange relationships (items 27-30). The purpose of the contents of the
questionnaires asked for truest that constitute items 1-6 was to identify the levels to
which the languages that CBE used made the customers trust it. The theme of the

questionnaire for control mutuality that included items 7-11 was also aimed at identifying
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to what levels the customers of the Bank agreed in having control on each other from the
language use of the Bank’s context. Similarly, the theme of the questionnaire for
commitment (items 12-16) was asked to investigate the agreement of the customers on
how the Bank has committed itself to its customers from its use language. The theme of
the questionnaire for satisfaction (items 17-21) was asked to reveal how the Bank
satisfied its customers in its language use during its communication events. The major
points raised from the theme that revealed communal relationships (items22-26) was on
how the Bank could create common interest between itself and its customers and the last
items (items 27-30) was used to reveal the level to which the Bank could exchange ideas

among its customers.

The second questionnaire was related to workers’ communication strategies in which
they solved language-related problems. This questionnaire was asked to measure how
frequently the workers implement different strategies to improve their bank’s
communication in using clear, transparent and persuasive language to address its
objectives in serving the customers. These strategies included: strategies for solving
language-related problems (items 1-3); strategies for attracting new customers ( items 4-
6); strategies for relating the Bank with its environment (items 7-10); strategies for
improving communications of the bank (items 11-16); strategies for understanding and
explaining principles (items 17-20) and strategies for using different languages in the
workers’ use of language. In all the cases, the interviewees were asked how frequent they
implemented these different strategies in their language use when they serve their
customers. This questionnaire was valid questionnaire which was used by Grunig, L. A.,
Grunig, J. E., & Dozier, D. M. (2002) to achieve communication objectives of an
organization. It was adapted and designed in the way that it could fit to measure how
often the workers of CBE implemented different strategies for solving language-related
problems in their organization to deliver messages and communicate with their customers
effectively. The questionnaire was prepared to assume that practically in using these
different strategies; the workers could enhance their communication practices so that

CBE achieved its business objectives.
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3.4.3. Observation

In the current study, observation was another method of data collection tools. Similar to
interviews and questionnaires, this method was used to collect data in detail to
supplement data collected from the other data sources. Unstructured observation was
used to help the researcher to go into a situation and observe what was taking place
before deciding on its significance to generate hypothesis rather than testing it (Cohen,
2000 et.al). To collect the data in this unstructured observation, the focus was made to
observe major communication activities done in the service giving hall of the Bank. The
main focus of the observation was to see the language in use of CBE in which the Bank
practised communication in its internal and external environments. In internal
observation, the observation was made by sitting in the hall of the Bank and observing
while the workers were serving their customers. In this case, the researcher made
frequent observations to get rich information from the sampled branches. In the external
observation, the observation was made in the places where the ATM was established and

the Bank posted advertisements for certain products like mobile banking.

The contents of the observation were focused on some areas. The following points were
the focus areas of the contents of the observation that the researcher observed in the
language use of CBE. First of all, the first focus areas of the observation was on the
simplicity of the words used between the customers and workers. The repeated
observation was made to identify whether the workers understand their customers’
language and had the flexibility to use the language according to the context of the
customer. In this context, the observation was made by focusing on how the workers used
language when they gave service and what they did if they encountered language use
related problems during money transaction. From this perspective, the problems that
might be arisen from the workers’ or customers’ language use and how they solved it or
what communication barriers was made was given due attention. The other focus area of
the observation was on the persuasiveness of the language used. In this case, much
attention was given and observed whether the workers’ language use attracted the
customer or not. Following these, ways of interaction in using verbal and non-verbal

codes between the customers and the workers were observed. In this observation, the
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facial expressions of the workers or customers during money transaction, politeness of
the workers; wearing styles; hairstyle and any other thing that were related with verbal
and non-verbal communication means of communication and language use of the

workers and the customers were considered.

Moreover, the clarities of written languages were also given due attention to this
observation. As far as the clarities of the languages used were concerned, the clarity of
the written documents in the service giving hall of the Bank was observed. In this
observation length of the sentences, contents, font size, legibility, clarity etc. of the
languages used were seen. Other than this, the observation process, observable barriers of
communications in the oral communication that might appear because of cultural
expectations were also included. Furthermore, the approaches of the workers and officers
during their service deliver were seen from the language they used. Regarding this, how
the workers treat the customers in their language use and give care in serving the
customers timely were considered. The last point focused on the observation process was
overall communication competences of the workers and their abilities to use different
languages skills in different languages. From this point of view, the workers were
observed how they treated people from different linguistic background and what they did
when they came across customers who did not know the language of the workers. In this
case, as communication is dynamic, the arts of the communication capacity of the

workers were used as the main focus area of the observation.

During all the observations, different techniques that the Bank provided as its means of
communication strategies with its customers were observed. During this time, an
interaction was made with some customer service officers of the sampled branches and
how these officers gave him service was observed. Though the researcher made an
overall observation informally in many other branches when he made money
transactions, he mainly restricted his observations on the five sampled branches for the
sake of giving much attention. This was made after the objectives of the research agenda
of the observation process were introduced to the managers. After the research agenda
was introduced, the managers of these five sampled branches namely Sidi kilo Campus,
Hamle 19, Kidist Mariam, Kidist Silase and Aba Koran branch allowed the researcher to
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sit in the service giving hall of their branch and observe what was going on during money
transaction in their service giving delivery. In this case, all the oral and written language
tools that the workers used to make an interaction with their customers were observed
according to the themes of the focus areas of observation. This was made a turn by turn.
During this observation, all their verbal and non-verbal uses of the language that CBE
used as communication strategies in their business interactions were taken into

consideration and note was taken for the main points of the observation.

In the external environment observation, how the Bank used languages in its
communication channels like a television program, Automated Teller Machine (ATM)
stations, posters posted around the building of the Bank and workers fieldwork were
observed. In the case of the workers' fieldwork, how they round in public gatherings like
bazaars during holidays and the customers' workplaces especially in shops were
observed. In these observations, how these workers tried to attract new customers or
encouraged the old customers to save money were observed. In this observation, the
language use of the workers was considered. In all the cases, the semi-structured
observation was employed in the natural setting and observations were conducted to the
maximum levels that the research felt that the objectives of the research agenda could be
achieved. During the observation, field notes were taken by the researcher (Creswell,
2012). In the process of the observation, extensive observation was taken place to avoide

subjectivity of the observation.

3.4.4. Documents and Content Analysis of Print and Electronic Medias

In this research, relevant documents were considered as additional sources of
information. CBE uses different documents as a means of communication channels to
communicate with its customers and the public in its communication practices. From
these documents, seven brochures, four money transaction forms, five flyers, one poster,
two receipts and four sampled TV programs were used for analyses. From these
documents, different brochures used to communicate with different groups of the public;
forms used for money transaction, flyers used to advertise the product of the Bank,

electronic receipts used to communicate with the customers during money transactions
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and contents of samples of language used on TV program were collected and how
Ambharic and English languages used were analyzed for triangulation of these data with

the other data sources of the qualitative and quantitative part of the study.

Some of these documents were analysed from the context in which they used to attract
new customers or agitate the old ones to use more products of the Bank. These types of
documents were usually posted around the building office of each branch or reserved
inside the office of each branch on the service giving desks. From these documents, one
could also easily access different formats through which he/she could transact his/her
money. The others were used as a receipt during money transaction and given to the
customers by customer service officers. These documents were used in this study to
analyse how CBE used language in the documents to communicate with the customer and
give relevant information by the languages that could be understood by the customers or
the public. The documents were mostly written in Amharic and English languages.
During the analyses of the documents, the clarity, persuasiveness and attractiveness of the
languages used were given due attention. In these analyses, both linguistic and non-
linguistic elements were also included in terms of the messages that the language used
wanted to deliver to the customer to achieve the intended business goal of Bank. In all the
analyses of the documents, how these documents transmitted their key messages to their
subjects in the local context during the communication practices and the attention given

to the clarity of the languages used was focused on.

3.5. Procedures of Data Collections

Data collection was undergone different procedures. To begin with, procedures of data
collections for the interview sessions had undergone the following steps. First, the
interview guidelines were prepared from related literature and experiences of the
researcher based on the research agenda. These interview guidelines were prepared in
English but translate to Amharic for their implementations. Before giving their interview,
the researcher discussed with the interviewee to record their sound in audio and after they
had become volunter; they were interviewed and recorded in audio. All the interviewees'

data were held in Amharic and the interviewees were recruited and became enthusiastic
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in giving rich information. After the completion of the interview, the audio recorded data
were re-listened and translated into words. In the translation of the audio data, all the

most relevant data for the research agenda were selected for the analyses of the data.

Next to this, the procedure for the data collection of questionnaires also took similar
steps. In the collection of the questionnaire for customers, 30 questions were adapted
from a valid questionnaire in English and arranged into six themes to make the
questionnaires more convenient to answer the research agenda. Then this questionnaire
was translated to Amharic. However, in the collection of the questionnaire for workers,
25 questions were adapted from a valid questionnaire in English and were asked in
English because this language was used as the major working language of CBE. This
questionnaire contained 25 items and similar to the questionnaire for customers it was
arranged into six thematic areas. After the questionnaires had been prepared and
duplicated, the first group of the questionnaire for customers were given to data collectors
and the second group of the questionnaire for workers of the Bank was given to managers
of sampled branches. Following this, the data were collected from the data collectors and
then entered to version 20 IBM SPSS Statistics Data Editor depending on the information
provided on the gquestionnaires about the profiles of the respondents and contents of the

questionnaire divided into different themes.

Other than this, the procedure of the data collection tools for the observation had also its
steps. The first step was choosing what type of observation method should be used. Then
it was found out that unstructured observation was found to be more important for this
study assuming that it could make a good fit to answer the research questions. Having
this technique in mind, a form of observed points which could be used as guidelines were
prepared and depending on these points, all the activities which were done by the Bank
and related to language use in its service giving were observed by taking notes. Finally,
the major points taken in the form of notes were made ready for analyses in support of

the other data sources.

As far as the procedure of the collection of the data sources of the documents were

concerned, it was taken some complex processes. To make it more explicit, at the very
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beginning of the set of data collection tools, it gave hard time for the researcher to choose
the documents that should be analysed and the steps that should be followed. But in the
course of the study, it was understood that the documents that had much relevance to
communicate with the customers for the daily activities of the Bank should be collected
and analysed. Thus, to collect these data, different procedures were undertaken depending

on the data source of the document.

Among the many documents, the Bank used brochures for the advertisement of its
products was chosen as one of the documents that should be analysed. As far as the
knowledge of the researcher was concerned, almost many of the documents used as
brochures had their language-related problems. Anyway, to select some documents from
these different brochures and made the analyses, the researcher randomly chose those
brochures which he could get from the communication departments of the head office of
CBE and sampled branches. Then, the documents were read and language-related
problems were identified for analyses. Following this, the documents were copied and the
problem areas of the language in use of the documents were revealed by including in the
body of the study or appending in the last section of the study. These similar processes
were done for the procedures of data collection from money transaction forms, flyers,
poster, receipts and steps in using ATM for money transactions. In the documents were
the Bank used English and Amharic languages for the same document, the English
version of the documents was used for analyses of the data but the Amharic version was
also included to confirm how the Bank used the equivalent of the English version in

Ambharic which could also be the other forms of language-related problem.

However, the procedure of data collection tools from TV program took a different form.
Before the data was taken from the TV program, a weekly TV program of CBE on EBC
was watched for about more than a year from June 2016 to September 2017. During this
time, the researcher identified that the contents of the language used and its problems had
similarity for all the programs. Thus, the researcher decided to choose some programs
and showed these problems practically from what had been going on in the TV program
of CBE in their language use. To do so, first, some TV program was selected depending
on the conveniences of the time to record the data. Then, some data were selected and
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recorded in audio and video forms. As the TV program was in Amharic, the raw data of
the language was transcribed into words without making any change. Then, these raw
data were translated into the English language again without making any refinement to
show the language-related problems and then the analyses were held.

3.6. Data Transcriptions, Translations and Interpretations

Data transcriptions and translations also took a variety of modes depending on the data
collection methods. To collect the data from the data sources of interviews, the tools were
initially designed in the English language and then translated to Amharic. As far as data
collection tools for the questionnaire were concerned, they were taken into two parts. The
first questionnaire which was designed in English for customers was changed to
Ambharic. The second questionnaire which was designed in English for workers of the
Bank was used as it was due to the language preferences of the workers and the fact that
the Bank used English as its major working language. The translation and transcription of
the audio recorded interviews and samples of audio video-recorded data from Amharic
television transmission of CBE were made from the Amharic language to the English
language by the researcher. In qualitative studies, it is highly recommended if the
researcher is engaged in conducting and transcribing interviews to give a better
understanding of the situation and perspective of the research participants (Anteneh,
2012). Accordingly, the translation and transcription of these interviews and television
transmissions from audio and audio-video documents were saved on the personal

computer of the researcher coded and changed to words.

Moreover, the translations of the questionnaire for the quantitative data from English to
Ambharic were also done by the researcher. The researcher had an experience of teaching
translation courses in his teaching experiences as he owns MA in language studies and
has been teaching in colleges and universities in the country. He used these experiences
and translated the data as stated above from English into Amharic by his own. Added to
this, to verify the reliability and validity issues of his translations, he gave the manuscript
of his work to his qualified colleagues who had similar experiences and volunteered to

help him to make a cross-check of his work. After the researcher had got comments from
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his colleagues, he rechecked and re-edited the verifications before he used. Furthermore,
data validity was also addressed through the honesty, in-depth, richness and scope of the

data collected.

3.7. Procedures of Data Analysis and Interpretation

The analysis and interpretation of qualitative and quantitative data followed various
procedures. First of all, the relevant qualitative and quantitative data were saved and
organized in coded folders in the personal computer of the researcher. Then, the analysis
of the data for the language in use in the communication practices of CBE was held
thoroughly by the researcher in using words for qualitative and numbers for quantitative
data. To do so, the analyses were held from the finding of the data which were found in
words and figures to deliver the intended message. The analyses were done on how the
intended messages were delivered to the study population considering the clarities of the
language used to the context of this population. To achieve this goal, comprehensive
descriptions and narrations of all the data sources were made and then data analyses were
held. Different procedures were taken to analyze and interpret these qualitative and

quantitative data.

3.7.1. Procedures of Analysis and Interpretations of Qualitative Data

In the qualitative part of this study, data which were collected through interviews,
observations and document analyses were described and analyzed. All the data sources
were analyzed based on the meanings they could give to communicate the Bank with its
customers and the public. The analyses of these qualitative data were done inductively
focusing mainly on an in-depth understanding of how the study population experienced
and perceived the effectiveness of the language use in the communication practices of
CBE. Many scholars also believe that in the qualitative method, the research problems
were explored in-depth to understand the meaning and experience dimensions of the lives
and social worlds of the study population on their attitudes, behaviors and perceptions
(e.g. Dornyei, 2007; Muijs, 2004; Gray, 2004; Kothari, 2004; Dawson, 2002; Fossey,
Harvey, McDermott & Davidson, 2002). From this angle, the researcher had made

closely deep interviews and observations with tangible document analyses in the context
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in which CBE used language in its communication practices and analyzed in views of the

understanding of the research participants.

To analyze these data which were collected from different data sources of the interviews,
observations and document analyses, the important points of the Amharic version was
changed to English and the English version was taken as it was and recorded on the
personal computer of the researcher. Following these, the data sources which were
recorded on the personal computer of the researcher were categorized into themes using
Open Code 3.6 software, coded and interpreted depending on the objectives and
theoretical frameworks of the study. While analyzing the qualitative data, the quantitative
data analyses were simultaneously done for triangulation of the quantitative one. This
was used to cross-check the truthfulness of the qualitative data and vice versa. In the
areas where the results showed variations, further explanations were given depending on

the data collected with different data collection tools.

3.7.2. Using Grice’s Cooperative Principle and its Maxims as a Method of Data

Analyses in Critical Discourse Analysis for the Qualitative Data

As the focus of the study was on the language use in communication practices of CBE,
Grice’s cooperative principles and its maxims was used as a method of data analyses
using critical discourse analysis in the current study. Grice™s cooperative maxims are
used as linguistic criteria to refer to quantity, quality, relation and manner (Kheirabadi,
2012) in which language is used in written and spoken conversation. In order to analyze
this carefully, critical discourse analysis henceforth (CDA) was used. The need of using
CDA for Grice’s cooperative principle and its maxims in this study arose from the nature
of the objective of the study and the use of CDA to analyze discourses of written or
spoken texts in its actual context as the text is written or spoken (van Dijk, 2009; Wodak
& Meyer 2001). Gee (1999) revealed this as, “A discourse analysis is based on the details
of speech (gaze and gesture and action) or writing that are arguably deemed relevant in
the context and that are relevant to the arguments the analysis is attempting to make
(p.117)”. According to Fairclough (2003), social practices of written or spoken text

including their activities, social relations, objects and instruments, time and place, social
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subjects with beliefs, knowledge, values etc and their semiosis are considered as parts of
a given discourse. Thus, as Grice™s cooperative principle henceforth (CP) which is
essentially used to show how people make use of language to have better communication
(Qassemi, Ziabari, & Kheirabadi, 2018), CDA was used to analyze Grice’s CP of
quantity, quality, relation and manner in all the contents of written and spoken languages
used by CBE in its communication channels in using language for its communication

practices.

Grice indicated in his CP that human communication is governed by principle and written
or spoken conversation should be reported more clearly (manner), truthfully (quality),
give enough amount of information (quantity), and directly address target consumers
(relation) (Qassemi, Ziabari, & Kheirabadi, 2018) but also uncover that to find out a
piece of written or spoken conversation follows all maxims is not an easy task. In CDA
Fairclough (2003) also writes that relationship between texts and social events is often
more complex when the texts are mediated by the mass media by copying technologies
which involve print, telephone, radio, television and the internet to disseminate
communication. Moreover, Fairclough (2003) emphasized complex modern societies
involve the networking of different social practices across different domains or fields and
scales of social life like global, regional, national and local and concluded that texts are a
crucial part of these networking relations in which the orders of discourse associated with
networks of social practices in specifying particular chaining and net-working
relationships between types of text. Regarding this, the discourses of how CBE used the
the four maxims of CP in its written or spoken conversation such as print and electronic
media technologies to disseminate its messages to communicate with the public and its
customers were analyzed.

Consequently, as this study tried to gather data in the qualitative method through
interviews, different documents and observations, using Grice’s CP and its maxims and
analyzing in CDA was found to be a more appropriate method to analyze the data
collected through these qualitative methods. As CDA consists of a set of philosophical
premises, theoretical methods, methodological guidelines and specific techniques for

linguistic analysis, (e.g. Faireloogh, 1992; Hart; 2010; Blommaert, 2005).it was found to
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analyses the data collected from from CBE in CDA. Thus, as Grice’s CP and its
maximsconversations’ would be most successful if the principle and these maxims
would becomplied and the language use of CBE was analyzed in CDA from its

production to thelevel of its societal use.

Based on these facts, CP and its maxims were analyzed in terms of the properties of texts
and features of discourse practice that include text production, consumption and their
distribution to the wider socio-cultural practice using Fairclough’s three-dimensional
framework of critical approach to discourse analysis. Added to this, Wodak’s discourse
historical approach (DHA) was also used to integrate a large quantity of available
knowledge about the historical sources and the background of the social and political
fields in which discursive events are embedded in these maxims. Moreover, DHA also
used in analyses of the historical dimension of the discursive actions by exploring how
particular genres of discourse are subject to diachronic change in these maxims.
Furthermore, DHA perceives written and spoken language as a form of social practice in
which there is a dialectical relationship between particular discursive practices and the
specific field of action that shape and affect discourses. Based on these facts, data
collected from maxims of quality, quantity, relevance and manner from interviews,
observation and available document were analyzed using these three interconnected

aspects or dimensions of analysis and interpretation of Wodak’s DHA using CDA.

According to Li, (2015); Qassemi, Ziabari and Kheirabadi, (2018) and Zhou, 2009)
maxim of quantity provides necessary information and avoid offering redundant
information and require to provide information as much as required for the current
purposes of the exchange or does not provide enough information or give more or less
information than its actual needed in conversation. On the other hand, the maxim of
quality tries to contribute only true communication. This means, the violation of the
maxim of quantity implies that the speaker information to avoid false information and
information on which one lacks adequate evidence. The violation of quality of maxim
refers to offer false message deliberately or say something which do not have enough

evidence and should be avoided.
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In the process of the analysis of these maxims, the forms of language used in CBE’s
different communication practices like the Moto of the Bank which was used to deliver
its message to its customers or the public, the quantity and the quality of the languages
used to communicate with its customers in its spoken and written documents, the quantity
and the quality of the workers’ language in communicating with their customers were
analyzed. Thus, to analyze this using CDA in the contexts in which languages were
used, Fairclough’s (1995) three-dimensional framework of critical approach to
discourse analysis and Wodak’s discourse historical approach (DHA) were applied and
interpretations were given depending on the meanings that the languages used gave
according to the local context of the study population and the nature of the language used
to deliver the intended messages. For this reason, the analysis was considered whether the
Bank or the workers achieved the maxims of quantity and quality in their language use
during their communication practices by giving ample information telling only true

statments.

Similar to the maxims of quantity and quality, the maxims of relation indicate giving
relevant informtion and the maxim manner of represents to avoid obscurity of expression,
ambiguity and unnecessary prolixity during communication. Thus, the violation of
maxim of relation arises from presenting irrelevant information during the
communication events where as the maxim of manner arises from using ambiguous
words (Li, 2015). Based on these facts, Fairclough’s (1995) three-dimensional framework
of critical approach to discourse analysis and Wodak (2001) DHA focusing on the
relevance of the languages used in social practice and socio-cultural background of the
customers/publics were used to analyse the data using CDA. According to Fairclough’s
(1995) a piece of discourse is embedded within the socio-cultural practice at immediate
situation, the wider institution or organization and a societal level. Added to this, Wodak
(2001) pointed out the most distinguishing salient feature of DHA is its endeavor to work
with different approaches, multi-methodically and based on a variety of empirical data as
well as background information. From these perspectives, the maxim of relation was seen

from the relevance of the languages used and the maxim of manner was seen from the
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perspectives of the clarities of the languages used in the oral and written communication
of CBE like the expression of the Moto of the Bank, press release and press conference
made and wrote print medias like flyers, posters and receipts etc in terms of their
relevance and clarity of the languages used to the customers or public from single

individual to the societal level depending on their background knowledge.

3.7.3. Procedures and Techniques of Analysis and Interpretation for the

Quantitative Data

In using the quantitative component, phenomena were explained by collecting numerical
data that were analyzed using mathematically based methods (Muijs, 2004; Pallent,
2007). It involved the generation of data in quantitative form to explain phenomena by
collecting numerical data in testing hypotheses using number in the language of statistics
with standardized procedures and descriptions of trends or a need for an explanation of
the relationship among variables through the use of large-scale survey research using
methods such as questionnaires or structured interviews (Creswell 2012; Dawson, 2002;
Dornye 2007; Kothari, 2004; Muijs, 2004).

In the current study, data from the two types of survey questionnaires were analysed with
different descriptive statistical analysis technique using SPSS version 20 as working
software to facilitate the process. The analytical techniques applied to data from the
survey form for this research included: descriptive statistics that indicated different
sociolinguistic groups of the workers or the customers’ language abilties will be
presented in percentages. In addition to these, descriptive statistics that included means
and standard deviations were calculated to summarize variables of the language used in
measuring relationships in the communication practices of the Bank and to compare and
contrast the differences and similarities among each theme of these variables. Moreover,
these statistical analyses were also used to calculate and summarize variables indicating
workers’ language competence in working to solve language-related problems in their
different communication practices and see the differences and similarities among each

theme of the variables.
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3.8. The Pilot Study

In this section, the purpose of the pilot study, the setting and procedures have undergone

to make the pilot study and lessons gained from the pilot study were reported.
3.8.1. The Purpose of the Pilot Study

The main purpose of the pilot study will inform the researcher to arrange changes needed
to be made to the various elements of the research agenda such as the choice and size of
the sampling frame, research instruments like questionnaire and interview schedules
(Gray, 2004). According to Gray (2004), the piloting of these instruments helps to modify
ineffective questions and make them accurate, unambiguous and simple to
complete. Gray (2004) further elaborates that the accuracy, clarity and simplicity of the
instruments should go to the instructions given to respondents. Moreover, the style and
wording of any accompanying letters, content of face-sheet data, formality or informality
of the questionnaire in terms of tone, presentation, etc., length of the questionnaire,
sequence of questions, quality of individual questions in terms of whether they are
understood and answered in a way that was intended and scales and question formats
used should be clear. Thus, this pilot study was held to reframe the instruments of the

data depending on these facts to make simple and readable to the respondents.

Another purpose of the pilot study is its use to evaluate different contexts of the
instruments. Among the contexts in which the pilot study is used includes the ability of a
question to discriminate the objectives of the study, the validity and reliability of
questions, redundancy and the set of response with some respondents’ pattern of
answering Likert-type questions (Gray, 2004). In addition to this, the pilot study is used
to anticipate the length of time for completion of data collection instruments, procedures
and data analysis techniques that will be used in the main study. Moreover, conducting
the pilot study is helpful to acquaint with data gathering and analysis procedures to learn
a lesson for the main study. To strengthen this idea, Dawson (2002) asserted that the
questionnaire that has been constructed to collect the data must be piloted to see and
identify any ambiguities which the researcher has not noticed to alter them to send out a

number of questionnaires to the type of people who will be taking part in the main
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survey. Therefore, in an attempt to meet the purpose of this study, a pilot study was
conducted to make an evaluation of the data set and improve their quality for the main
study. This was to ensure whether the interview guide for in-depth interviews and
questionnaires for the survey were clear and understandable for the study population.

3.8.2. The Pilot Study and the Lesson Learned

In the setting of the pilot study, a lot of lessons were learned from the study in improving
the instruments and understanding these processes and procedure of doing the research

work for the main study.

3.8.2.1. Setting and Procedure Followed

This pilot study was conducted at Nekemte town which was a district for Western
Ethiopian branch of CBE. The choice of the town was done by purposive sampling. In
this town, there were 11 branches of CBE at the time of the pilot study. From these
branches, one branch which was called Leka branch was selected by a lottery system
probability sampling. To make the pilot for the questionnaire and interview guide
questionnaires the workers and customers who responded to the pilot study were selected

from this branch.

The selection of the workers and customers for the pilot study had undergone different
steps for the interview guide and questionnaire. First of all, the selection of the workers
and customers for the interview part had done by purposive sampling. To begin with, the
selection of three officials and three customers for this part was done by purposive
sampling. Gray (2004) recommended that two or three people who are similar to, but not
part of, the target group population can be used to pilot the questionnaire. Accordingly,
three workers were selected from officials who had the managerial positions with more
experiences from 8-16 years and educational background of MA and BA degree to pilot
the interview guide for the official and experts of the Bank. This helped the researcher to
get good insights about his instruments. Added to this, three customers who were served
in this branch for many years and assumed that could potentially participate or contribute
to the study were selected by snowball sampling with the help of the manager using their
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social network from a different group of the population. Thus, customers who had served
and worked with CBE for more than 10 years were selected to pilot the interview guide

for customers.

For the quantitative study, different numbers of respondents were used. To meet the
objectives of the pilot study for customers’ questionnaire which was prepared for the
main study was ploted. To do so, fifty-five question papers were distributed with the help
of three data collectors from the workers of the Bank whom the manager assigned to help
the researcher. From these fifty-five questions, fifty were returned and used for the pilot
study. Similarly, for the second part of the questionnaire which was prepared for the
workers, data were gathered from 15 workers with the help of the manager of the Bank.
Descriptive statistics were used to analyze the result of the quantitative part. The workers
who had the managerial position and the other workers of the Bank had a positive attitude
to help the researcher assuming that they could be benefited from the result of the study.
This gave an opportunity of getting good insights to improve the instruments of the
research tools for the main study.

3.8.2.2. Lessons Learned

After the pilot study was completed, some important insights and lessons were taken to
improve the quality of the instruments. First, some of the items were improved and
remodified from the questionnaire. Added to this, a good lesson had been gained to re-
check the clarities, redundancies and the boredom of the items for the interview guides.
Accordingly, some refinement was done in the interview guides and the adaptations of
the questionnaires were mainly focused on the clarity of language in use to deliver the
expected messages. It also showed the direction to the research to make further reading to
improve the quality of the contents of the research tools. Furthermore, in the data
collection tools, the observation was added to the main study by adapting semi-structured
objective checklists to gather additional information through observation.

Other than all these, the tools were refined to the level of simplifying the difficulty level
of the language to the standards of the expected respondents. As a result, certain items

which were found to be lengthy and redundant that could create boredom or affect
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comprehending the theme of the tools were revised and some amendments were made to
clarify the guidelines of the interviews and adaptations of the questionnaires. The
instruction of the questionnaires for the customers and workers were also made clear and

simplified by considering the background knowledge of the respondents.

The other important lesson which was gained from the procedures of the pilot study was
the process of subject selection. Regarding this, the experiences obtained from the pilot
study helped the researcher to discuss critically and closely with managerial bodies and
data collectors like officials and workers on how to select informants at various levels for
the main study. The other advantage was that the researcher learnt to bear patience when
irregularities occurred in the course of data collection as it was too difficult to meet some
of the participants. It was understood that it was too challenging to meet informants from
officials as they were always occupied by meetings and other official routines and some
customers were also too busy in their private work from the pilot study. This procedure
helped the researcher to think that the only way and means to succeed when such

inconveniences took place was bearing tolerance to the maximum level.

Furthermore, the pilot study also provided with an opportunity to be acquainted with data
collecting instruments and procedures that helped the researcher to foresee practical
obstacles and plan beforehand for any challenges he might come across. Further
experiences were also gained to follow necessary steps in documenting, managing,
analyzing and interpreting data so that he learnt the strategies in which he was acquainted
with different data analyses and interpretation and discussion methods to make his
research agendas more valid and reliable. As a result, the researcher learnt to extend his
investigation of the qualitative data collection tools to the communication departments of
the head office of the Bank and to use more statistical data analyses methods for the
quantitative one as it would increase the reliability and validity of the research tool. Thus,
in the analyses of the data for the qualitative part of the main study, the interview was
held with the official of communication departments at head office and other methods of
SPSS statistical analyses methods such as chi-square and regression analysis were
reduced to analyze the quantitative data descriptive statistics and fequences with
percentage.
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3.9. Credibility and Depedebiltity of the Data

The credibility and depedebiltity of the qualitative data was also assured through different
methods of data collection and analysis tools that intertwined among one another. The
credibility and depedebiltity were maintained through triangulation by gathering
information from multiple data sources in using multiple data gathering tools (Creswell,
2012 & Gray, 2004). In line with this context, one mechanism used to maintain
credibility in this study was systematically documenting the procedures passed through
during data collection and analysis and checking all the materials used in each step. The
other measure taken was checking the transcribed version of the data against the original
in a case to correct mistakes which were created when the process of transcription was
taking place. To add the depedebiltity of this qualitative part, it was also checked by
triangulating with rich data collected from in-depth interviews, semistructured

observations and document analyses of different data sources.

3.10. Ethical Considerations

To collect ample information from the participants, the research participants were told all
the details about himself, his organization, the purpose of his project and the benefit of
the result of the project. As a result of this, they were ensured the fact that all the
information they provided was not disclosed to any third party to keep the anonymity and
treat their response with complete confidentiality (Dawson; 2002). They were also
respected and ensured for the fair distribution of the benefits resulting from the research
agenda. All the information was collected from the participants only under their

permission after they had been asked and become volunteers (e.g. Mack et al., 2005).

Good preparation and self-awareness were made to reduce awkward situations. When the
researcher encountered such a situation, he did not dwell too long on the negative side
and gave due attention to the ideas of the participants. For example, while the researcher
was collecting data for the interview section, one of the sampled branch managers refused
to give any support for the data collections. He assumed that the research work was not
important as the Bank used the Amharic language which was an official language of the

country and the English language which was an international language. In his part, he felt
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that language problem related only arose if the Bank did not use the languages that were
spoken by the majority of the population. However, the researcher became patient and
tolerant to make an appointment with this manager on the time appropriate to him to
discuss the importance studying language-related problems and how this could be
important even for the languages that the Bank was using. Following this, after the
researcher had made about three-time contact with this manager with longer time
appointments from two weeks to a month given by the manager, the researcher was
convinced the manager to take the interview data from him and other data sources from
his workers. What made these challenges very interesting was that in the course of the
interview session, the manager himself could be able to understand the influence that
language in use could make on the business activities of the Bank. Thus, he made an eye
witness even the language problems he came across in his workplace affected his work
but as lacked awareness on how this might become an obstacle to the business
transactions of the Bank; he said that he did not give any consideration for such

problems.

Added to this, the researcher also came across similar difficult situation from another
worker who did not want to be recorded in audio during the interview session. To
convince this worker about the confidentially and anonymity of the research work, the
researcher asked permission from the manager to talk with him. After he got permission
from the manager by making to cover his work by other work for an hour or two, the
worker became a volunteer and the researcher was able to talk with him about the details
of the research work for an hour and a half. Following this, he was convinced to be
recorded and could understand everything clearly on his own time. From this time
onwards, even he became a good friend of the researcher and also felt that this kind of
research could give good feedback to promote the business activities of the Bank. Similar
to these occasions, the researcher also faced other different forms of challenges from
some respondents but to overcome all the challenges he came across and achieve his
goal, many efforts had been done to bear tolerance to the maximum level and approach

the respondent politely according to their context.
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The other important point which was considered as having a positive attitude for all the
responses of the participants was tolerating all the feelings of the respondents even if it
was not convienent. When they tended to supply irrelevant data, probes were given with
care to turn their ideas to the correct ways of the information intended to be collected
depending on the context of the research tools (Cohen, et al., 2000). When the researcher
reacted to the irrelevant information which was given by the participants, he made probes
in a friendly way so that the participants understood him and took the correct way to give
positive reactions for his questionnaires (Dornyei, 2007).
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CHAPTER FOUR: DATA PRESENTATIONS, RESULTS AND DISCUSSIONS
1. Introduction

This chapter presented the analysis and discussions of the data which were collected
through various data sources in convergent MMR. The analysis of the data was divided
into two parts. The first part of the analysis was devoted to analyse the demographic
profile of the research participants. The main purpose of these data was to identify
sociolinguistic variables of the research participants that might affect their language use
in relation to the objectives of the research agenda. Thus, these profiles were believed to
provide the researcher to access rich, profound and authentic data sources about the
overall language abilities of the research participants to see it in terms of the language in
use in the communication practices of CBE in relation to the study population. The
general descriptions of the personal profiles of these research participants were described
before the overall analysis of the data for the qualitative and quantitative part. This was
used to make a comprehensive understanding of the background of the research
participants. In reporting the analysis and discussion of these profiles, verbal explanations
and statistical data analysis with SPSS were used and critical interpretation was given to

each data sources in supporting with some evidence which was related to language use.

The second part of the analysis was the analysis and discussions of the contents of the
data. In the analysis and discussions of the contents of the data which were obtained from
interviews, sampled documents from brochures, flyer, receipts and contents of the
language used in TV programs of the Bank, CDA was used. In this case, all the samples
of the texts of the language used were analyzed and discussed from the perspectives of
Fairclough’s three-dimensional conception of CDA and Wodak’s DHA depending on the
context of the data collected. In this case CDA was used to see whether the language use
of the Bank is straight forward or the messages that the Bank wants to transimit may be
hidden due to the the problem of the language use of the Bank. In the analyses and
discussions of the contents of the quantitative data which were obtained from customers
and workers questionnaires, descriptive statistics were applied to compare and contrast

the mean values of each theme of the questionnaires in the numbers of statistics. In the
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process of the analysis and discussions of the data, the language use of the qualitative part
was analyzed in words and triangulated with data sources of the quantitative part which
were found from the statistical data analyses and discussions of SPSS in numbers. For the
qualitative data analysis, the responses of the interviewees’ interview data were
categorized into themes and sub-themes. The data collected from the sampled documents
were also explained and discussed under these categories depending on the relations of
the contents of their messages under each theme. Similarly, for the analysis and
discussions of the quantitative data, first, the questionnaires were categorized into
themes. Following this, they were distributed to the participants, collected and then
analyzed and discussed according to their themes. The analysis and discussions of the
themes and sub-themes of the qualitative data were triangulated with the themes of the
quantitative data to cross-check and strengthen the results of the findings.

The major themes of the qualitative interview data were the nature of the language use of
CBE; influences of language use related problems; language competence of the
employees and the influence of customers/public discourses on business acticities of the
Bank. In the quantitative part, the themes of the questionnaire for customers were the six
measuring relationships maintenances strategies such as trust, control mutuality,
commitment, satisfaction, communal relationships and exchange relationships. In the
same part, the themes of the questionnaire for workers were different communication
strategies the workers should use in their communication practices that included on how
workers solve language-related problems; attracted new customers; related the Bank with
its environment; improved communications of the Bank and understood and explained

principles of using different languages in the communication practice of the Bank.
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4.1. Data Presentation
In the following section, the data of the background of research participants is presented.

4.1.1. Description of the Codes of Officials, Experts and Customers for In-
depth Interviews

The officials’ and experts’ interviewees were selected from all the five sampled branches
of CBE in Addis Ababa namely Hamle 19 branch, Sidis Kilo Campus branch, Kidist
Mariam branch, Kidist Silase branch, Aba Koran branch and experts of the
communication departments at the head office of the Bank. The names of the
interviewees for the officials were coded and given names in respect to their job
descriptions and categorized as BM (branch manager), CSM (customer service manager)
and Experts (E.). As the experts had different job descriptions; their job was described
where it was important for the analysis and discussions of the data. In the analysis and
discussions of the contents of the main data, the real names of the participants were
replaced by codes of their job and given a number as 1, 2, etc. in place of their real
names. For example, the branch managers were named as BM1, BM2, BM3 and the
experts as E1, E2 and E3etc). With regards to their educational background, the
bachelor of art was named as BA and masters of art as MA. Similarly, the interviewee
participants of the customers were selected from a public servant, merchants and other
members of the community purposely and carefully by snowball sampling. During the
selection of the participants, their work, educational backgrounds and language abilities
were taken into accounts with the relationship that they had with CBE. The names of the
interviewees of these customers were given concerning their job descriptions and
categorized as PS (public servant), M (merchant) and OC (other customers). In the
analyses and discussions of the contents of data, the real names of these participants were
replaced by pseudo names with these codes and their job descriptions as 1, 2, etc. in
similar ways as it was done for the official and experts participants. For example, the
public servants were named as PS1, PS2 etc. and similar context was used for all the
other job descriptions to identify one from the other.
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4.2. Analysis and Discussions of the Contents of the Data

This part was devoted to the analyses of the overall contents of the data from interview
transcriptions which were categorized into different themes with other data sources.
During the analysis, the themes of the interview sessions were analyzed with the support
of other data sources which were collected from questionnaires, documents and
languages from other electronic Media. Based on the language in use in the data sources
collected from these tools, each theme of the qualitative part was analyzed depending on
the languages used in the data sources. Added to this, for further analyses, Fairclough’s
three-dimensional method of discourse analysis and Wodak’s DHA was/were used to
analyze the qualitative data in multidimensional perspectives. Moreover, the CDA of this
qualitative part was also used with data source from the contents of the questionnaires to
strengthen the result of the finding. Thus, in the following section, the analysis was held
according to the theme of the language in use for each data sources in the way that they

could answer the research questions.

4.2.1. The Nature of Language Use in the Communication Channels of the Bank

The participants under study were asked different questions that assessed the types of
communication channels used by CBE in its communication practices. The purpose of
assessing these channels was to answer the first question of this study by analysing the
nature of the official languages of the Bank Amharic and English and how they were
used in the channels to identify the challenges and opportunities encountered in using
these languages. To answer this research question, after the participants asked to identify
the communication channels, they were, directly and indirectly, asked to respond to the
nature of the languages used in the communication channels of the Bank and what
challenges and opportunities they came across in their communication practices due to

the ways of using language.

To begin with, asked to identify the types of communication channels used by
CBE, CSM6 responded, the Bank used channels like print and electronic Media in
different alternative ways to address its messages to different groups of the public. For

the probe question which he was asked to know the kind of these print and electronic
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Media, the interviewee listed brochures, flyers, posters, billboards and magazines as print
Media and radio, television, ATM, mobile banking and portal as electronic media used by
the Bank. Regarding the languages used by the Bank in these channels, the interviewee
explained that the Bank mostly used Amharic and English but English as predominant
and major working language specifically in the electronic Media of the Bank. This
similar question was answered similarly with many different interviewee participants
from officials, BM1, BM2, CSM3 and CSM4 and experts E1, E2, E 6 (see appendix G
and H). To validate this information, further information was asked by the customer
respondents. The respondents from customers for example, PS 1, PS 3, M1 and M2,
OC1, OC5also assured that it was true that the Bank used these different print and
electronic media to communicate with them in different contexts and also revealed that
the Bank communicate with them using these channels in Amharic and English
languages. However, the customers' interviewees claimed that one could not easily access
some documents of these written communication channels. They also said that they could
not easily understand the English language used in electronic Media (see appendix | and

J). One can also observe this from the receipt for money transaction.

Figure 4.1. Receipt for Money Transaction
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Initially, the strategy of the Bank that it used different communication channels was
encouraging indeed. This could help the Bank to use different technologies to easily
communicate with its customers and coup up with national and international business

situations in its communication practices.

To the contrary, similar to what we can observe from the receipt above, the responses of
the interviewee participants also indicated that the nature of the language used by the
Bank could have its impacts. For example, the interviewee realized that the Bank used
English as its dominant language followed by Ambharic in its means of communications.
From this perspective, it can be encouraged to use the English language as lingua franca
that goes with the context of the recipients of the message.

For example, if we consider the nature of the language used from the above receipt, it is
not difficult to understand that any English illiterate customer or customers who are not
good at English cannot understand what is written on the receipt. Thus, it seems that in
some instances, the Bank takes away Ethiopian customers from their indigenous
languages to the foreign language without any justification. The Bank may some times
use only English assuming that it is an international language but the nature of the
language used may contradict with Ethiopian customers’ business culture. This is
contrary to the ideas identified by research finding of Abdullah and Talif, (2002) that
indicates banks are very global and multicultural organizations that will need to interact
with people from different countries and different backgrounds daily. Added to this, as
these customers vary in age (see appendix F), this reflects the social uses of language
that can be much influenced by age. According to Coulmas, (1998), age provides context
for the individual’s relationship to the larger social order that occurs as a result of

biological, psychological, functional and social changes.

Similarly, some customers such as M6, M7, OC5 OC6 and OC? stated in the interview
session that they could not easily understand the English language used by the Bank as
the Bank used some jargon words and difficult figures (see appendix | and J for further

detail). From the perspectives of three dimensions of (Fairclough (1995), CDA, this
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might imply that the text (the language used to transmit a message did not go with the
accepted norms of the country in which the customer could examine and understand the
messages in their sociocultural context. Added to this, it might also suggest that from the
Griece maxims of quantity that is the amount infotmation provided to the customers and
the contexts of Wodak (2001), DHA, the nature of the language used does not go with
the discourse internal context of the English language used, its inter-discursive
relationship and the extra-linguistic variable which might not be understood in the
broader socio-political and historical contexts in which the business discursive practices

of the customers were embedded in.

To make this more vivid and tangible what the interviewees said, let us consider
messages sent through mobile from the written electronic media documents to announce

to a customer the debited and credited money from the account of the customer.

1. Dear Customer Your account XXxxxxxxx2965 has been debited with ETB -200.00
Thank you for Banking with CBE! Sender: CBE Message center +251911299955
Sent: 17-Oct-2017 16:09:32.

2. Dear Customer your account XXxxxxxxx2965 has been credited with ETB
6212.87 Thank you for Banking with CBE! Sender: CBE Message center
+251911299955 Sent: 17-Oct-2017 16:09:32.

In using the English language, the central theme of these short messages might be easily
understood by foreigners or some groups of the society who knew English and the
business processes of the Bank who have good attachments with it. To the contrary, the
words of the language used; the codes and what the numbers imply might not easily be
understood by the majority of the customers. For example, to understand the text (the
language used) in the clause Dear Customer your account XxxXxxxxxx2965 has been
debited with ETB -200.00 and account xxxxxxxxx2965 has been credited with ETB
6212.87 needed to have some background knowledge about the language use of the
Bank.This means, based on the Griece CP, the language used might not be relevant to the
customers’ situations. To understand this document, it needed to have some business

knowledge, the English language and mathematical concepts but in the English language
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used, the broader socio-political and historical contexts of the country were not easily
observed. Added to this, some sort of figurative representation for the left out of the
account number of the customers, mathematical meaning for negative and positive
numbers, using acronyms like ETB, CBE, the figures of date and time used were not used
in the discourse practices of the society and did not have relaevance of the practical
context of Ethiopia. The researcher has also observed while the customer was asking
clarifications for the receipts that it took from the customer service officer (see appendix
L).

Though the mobile channel is fast and becoming an important component of business
communication, the nature of the language used showed that it had its problem.
Accordingly, from Fairclough 1995 three dimensions of CDA, the nature of the language
used and its discourse practice and social practice did not go with the context of the
environment. Similarly, from Wodak (2001) DHA, this might imply that the text (nature
of the language used to transmit a message did not go with the accepted norms of the
country in which the customer could examine and understand the messages in their
sociocultural context. This means from the concept of Griece CP it lacks relevance. As a
result of this, it might also suggest the nature of the language used in this context cannot

be understood by the majority of Ethiopian customers.

This means all these customers and the other customers who did not have any
background knowledge about the structure of the sentences used above like the symbols
used to indicate left out numbers, figurative representations for message center, date and
time which were not written in Ethiopian context cannot be understood by majority of the
Ethiopian customers (see appendix G and H). This contradicts with Praca and Lapanska,
(2006) ideas that explained in this kind of written communication, the code of the
language has to be known by all participants of the communication events. Cook, (1992)
also commented that in analyzing language in use in discourse analyses, the context of
communication events that involve who is communicating with whom and why; in what
kind of society and situation; through what medium and their relationship to each other
should be included. Similar to this, according to Griece’s CP, the speaker and the hearer

need to have some kind of cooperation to convey and to understand each other*s speech
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clearly in each turn (Ayasreh & Razali, 2018). But in our case, CBE seemed that it did
not consider the context of its language use from the socio-cultural perspective of the
majority of its customers in Ethiopian context though few Ethiopian customers and other
foreigners might understand it.

This similar language problem from the nature of language used could be observed on the
electronic receipt given by ATM during money transaction. Regarding this, how
languages were used could be observed from the following ATM receipt. In this printout
receipt, the shaded part of the receipt cannot be clearly understood by anyone except
those who know how the Bank works in its business transaction. This means the
customers are expected to have another additional knowledge to understand the messages
delivered in this context (also see appendix | and J).

Figure 4.2. ATM Receipt Front Side of the Receipt
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Back Side of the Receipt

Commercial Bank of Ethiopia
The Bank You Can Always Rely On
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Moreover, similar to the nature of the language used in the mobile messages of the Bank
to the customer, this electronic receipt was also given to the customer to announce
him/her, his/her balance of his/her account and on the way introduced about this product
using the logo of the Bank in golden colours. Giving this kind of electronic receipt is the
usual work of the Bank. However, if we consider this from the nature of the language in
use of the Bank, some major problems could be observed. First, one can get the logo of
the Bank on both sides of the receipt. But, due to the size of the receipt, its visibility and
clarity one can fail to understand the message. Again, the design of the logo and the
colour used might not attract the customers as this design and colour were not in the
immediate language use of the culture of different Ethiopian people who were served in

the context of Addis Ababa. To understand different words and numbers used to
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represent different messages, it needs the customer to have additional information about
the numbers and words to the level of their understanding. Thus, the language in use of
this kind of electronic Medias can imply the technologization of discourse by intervening
in the sphere of discourse practices with the objective of constructing a new hegemony in
the order of discourse of the institution to impose restructured hegemonies in institutional
practices of the Bank on the customers (Fairclough, 1995). However, O’Kane, Hargie and
Tourish (2004) recommended in maximizing the impact of technology as a
communication method; organizations must be aware of the possible benefits and
associated problems in the process and atmosphere necessary for effective
communication. In our case, it seemed that CBE was not aware of the impact that could

be created and made communication barriers due to using only the English language.

To elicit data pertinent to this theme, further investigation was held in relation to how the
electronic channels were accessed and used in the communication practices of the Bank.
Concerning this, BM3 and his colleagues (see appendix G and H) witnessed from what
was practically taking place in CBE stressing that the work of the banking industry was
replication. The interviewee stated that CBE did not do something new but made a copy-
paste of what was already established by the civilized world. As a result, CBE was
replicating any channel of communication from the American world classic bank that the
Bank felt the best work to communicate with its customers. He said, this enabled CBE to
use different electronic media and technological product channels to use them as a means
of communication practices. Added to this, he confirmed the Bank disseminated
important information to its customers like any other bank in this world and use the
channels to regulate their account. For the question asked how could the Bank achieve in
clarifying the ideas of the new products using the electronic Medias in using simple
language in its communication practices, he assured that CBE used similar terminologies
for the new products and usually used the English language as the major working
language of the Bank to achieve this goal. CSM2 and the other officials (again see
appendix G and H) shared a similar idea for the same question and reflected his belief
saying that the customers should adapt themselves to the new technologies and business
words to get information about the new products from the multimedia channels of
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communication used by the Bank. This interviewee emphasized that the main job of the

Bank was to access these different communication channels.

The interviewees argued and extended about their ideas by taking an example of some
customers who were quickly adapted to some new products like interest-free banking.
They believed once the Bank announced the products through multimedia channels, the
customers could adapt themselves to terminologies of technology. From the responses
of the interviewees (appendix G and H), it could be critically analyzed that the main
focus of the different channels of communication of the Bank was on the acquaintances
of new products without giving due attention to the languages through which the products
could be acquainted and the customers were expected to use the products by adapting

themselves to the context.

To the contrary, Hart (2010) remarked that the importance of media or channel of
communication is to refine and adapt texts and ideologies (in our case the new products
and the electronic media) according to the local context and expose them to the public so
that the public can easily understand the ideas. However, the interviewees talked about
replication of the products and terminologies used with the technologies in different
communication channels in the same way they were used in civilized countries. The
interviewees in his part felt that once the products were announced in these channels, it
was the duty of the customer to acquaint him/ her to the new technologies and their
languages. This means the Bank administration belief in using the English language for
business and the workers appreciated using it without understanding the communication

barriers these may create.

Here, if we consider this from CP, it lacks relevance. The context of the relevance of this
language use can also be seen from Fairclough (1995) critical discourse analyses
perspective. Regarding this, the ideas about the relevance of the nature of the language in
use of the workers respondents can be further analyzed from two angles. First, if we take
the nature of the language in use in the channels from the civilized nations and use them
without any refinement and adaptation, the messages cannot be easily understood. This
will happen as the interpretation of this text (the language in use) can not be found in the

discourse practices of the customers. Thus, there is no socio-cultural foundation in which
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the customers can understand the meaning of the nature of the language used. Second, it
cannot be practically realized to use these channels like civilized nations due to the
variation of the facilities and the civilization of the workers or customers. Thus, these
could be resulted in less communication and could affect the Bank negatively in this
competitive world. The nature of the English language used in the mobile message and

ATM receipt mentioned above can indicate this problem (see appendix L).

Further investigation was made to identify the communication channels and their
challenges in the nature of language used in the communication practices of the Bank. In
the process of the identification of the types of communication channels and their
challenges in the nature of their language in use, the researcher asked about the
preparation and distribution of the channels. In response to this question, experts at head
office (see appendixe G and H) from communication department reflected how the print
media of the communication channels of the Bank were prepared and distributed.
According to these interviewees, there were different print Media channels which were
prepared by the communication department at the head office and distributed to the enter

branches of the Bank through district offices.

Among the print media channels, they expressed, brochures were prepared depending on
the age, sex, religion and occupation of the customers to address the interest of each
section of the community. For instance, regarding age, they mentioned that the main
purpose of the brochure for youth saving account service is to create awareness about the
plan for all young people between the age of 18- 24. Similar to this, for sex, women open
saving account brochure is also used to encourage women to feel a responsibility in
saving money and improving their life. The experts generally reflected that brochures
which were prepared for religion and gender had also the targets that they should hit. As
far as the truthfulness of these print media channels of brochures was concerned, the
researcher also identified there were all these types of brochure documents in each branch
but they were written intensively in the way that they could not attract and the language
used could not be easily understood by the customers (see appendix, R for Amharic
and S, and K for English and Amharic version) for brochures of gender and religion

issues of the customers respectively.
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The exprts interviewees further extended that flyers were the other communication
strategies of print Media that had prepared in many different forms to deliver the message
to CBE’s customers in its communication practices. Similar to brochures, flyers were also
prepared for different customers in its different forms to introduce the products of the
Bank. For example, to attract customers that could generate foreign currency, the Bank
had identified these customers as premium and business customer of CBE and provided
flyer that disseminated the information about the special privileges they could get if they
become premium customers of the Bank. Moreover, different forms of flyers were used
to introduce different technological products and money transactions. For example, these
included flyers for the uses of point of sale terminal (POS-Terminal) and brochure for
foreign exchange ATM were taken as examples for these kinds of the introduction of
technological products (see appendix U, V, W, and X both for English and Amharic
languages). Almost all of the documents were giving much attention to the customers to
use the new product but the nature of the language used were not prepared in the way that
they could attract new ones in their language use. Furthermore, these print Media were
also posted around the areas where branches of CBE were found with similar messages of
the brochures and flyers. One of the positive aspects of these advertisements was the
reliability of their contents of the flyers and brochures. From this perspective, let us
consider how the language that introduced premium customers of the Bank was written
and its challenges from flyer written in both English and Amharic version from the front

and backside of the flyer.
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Figure 4.3. Flyer for Premium and Business Customer English Version
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Amharic Verstion
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This flyer was written in English and Amharic version to introduce a customer to become
a premium and business customer of the Bank. If we see the function of the grammar of
the language used in the title and the introductory paragraph of this flyer, it seems that the
Bank introduces what it has already done. To understand the functional use of the nature
of the language of this flyer more, the discourses of this written text can be seen and
analysed from Fairclough (1995), critical approach. Thus, the title that says,” Special and
privileged service to premium customers of the Commercial Bank of Ethiopia”
reflects what it has been doing for the customers whom the Bank called premium and
business customers. The discursive processes and the text explanation of the language
used seemed that the flyer introduces the routine work of the Bank. This can be
understood from the sentences which follow this title and say, “Commercial Bank of
Ethiopia has classified its customers as premium and business customers based on the
foreign currency they generated and deposits they placed with the branch,” and “CBE
introduces this classification in order to entitle its customers to special preferential

services.”

From the perspective of the nature of the language used in discourse analyses, the English
languages used in the title and the two introductory sentences can be interpreted as texts
which are functioning in the communication practices of the Bank. This means, it is not
the effort of the customers to become premium and business customers to get the special
privilege and to be served accordingly but the duty of the Bank to classify the customers
based on the foreign currency they generated and deposits they placed in any branch of
the Bank. In other words, the nature of the language used to describe the discourse
practice of this flyer shows that the services given to premium and business customers
have already become the institutional cultural practice of the Bank. It indicates the Bank
has customers whom it serves as premium and business customers. Thus, the nature of
the language used could be comprehended in diversified ways (see appendix L). This is
contradicting with the view that explains plain English is a fundamental requirement for
most of the written and spoken communication that takes place in organizations (Blundel,
2004).
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This similar context is directly translated from English to Amharic and used in the
Ambharic version of the flyer. The researcher had also seen in his observation when the
Bank gave service in different windows for the premium and business customers. This
means these customers have already known themselves as the premium and business
customers and take the service in this window (see appendix L). If it is so, this may raise
a question with the purpose of the flyer. The challenge is that the nature of the language
used in this flyer does not call for new customers and identifies the amount of money that
a customer should generate as a foreign currency and deposits he/she should place in the
branch of the Bank. Added to this, the intensity of the number of sentences used and the
clarity of the nature of the English language used in the flyer may not attract the majority
of the customers to read. Added to this, as the Ambharic version is also written in the same
context and there are instances where some English words are used in this version with
similar terminologies instead of Amharic, it can also create inconsistencies and difficulty
to understand easily the language of the flyer. From Wodak (2001) DHA, the nature of
the language used revealed problems of intertextual and inter discursive relationship

between texts.

To realize the nature of the simplicity and clarity of the languages used in this kind of
print media channels, the researcher asked experts at the communication department at
head office (see appendix G and H). From the responses of these interviewees, the
researcher identified the fact that the experts believed they prepared the material in clear
languages. Added to this, these experts felt that using the English language and English
terminology facilitated communication for the Bank. They also believed their customers
could easily use more English terminologies than their Ambharic translations.
Accordingly, they said using the English language simplified the communication
practices of the Bank. Asked whether what they said was verified by research or not, the
experts replied that they knew this from their experiences (see appendix G and H). This
might have arisen from their observation of some customers who could do so in Addis
Ababa. However, these ideas may come against the fact that an essential requirement in
effective communication is to generate shared meanings between sender and receiver
(Overton, 2007). In this case, the experts seemed that they evaluated the use of the

English language without a research base.
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For confirmation, the researcher had made additional observations by sitting in the halls
of some branches of the Bank and observed how the customers circulate their.money.
During his observation, he saw additional print Medias other than this kind of flyers.
These print Media include forms which were used in CBE to communicate the customers
during money transactions. Some of these forms were cash withdrawal voucher and cash
deposit slips which were given to customers to circulate their money. The main purpose
of these forms was to create communication between the Bank and the customers when
the customers withdraw and deposit their money. The intention of the researcher in his
observation was done to assure the extents to which the customers chose the English
language from Ambharic and weather the use of the English language could facilitate the
communication practices of the Bank. In these observations, the researcher identified that
most of the customers used the Amharic language to circulate their money and some
customers knew the language but illiterate in writing and could not fill the form. Other
than this, some customers did not know either Amharic or English and could not fill the
forms by themselves nor could understand the English language and ask the receipts to be
given for them in the language that they can understand. As a result of this, the researcher
observed that the Bank assigned workers who should help in filling the forms and serve
this kind of customers. Though this was one of the good approaches that the Bank did to
build a positive image with its customers, it was contrary from what the experts said and
the observation of the researcher (see appendix G, H and L). In addition to this, some
phrases and meaning of figures of the nature of the language used on some forms are not
clear (see Appendix Y for cash withdrawal voucher, Appendix Z, for money
transform order, Appendix Z1, for cash deposit slip and Appendix Z2 for local

money transfer).

4.2.1. Language Use-related Problems in the Communication Practice of CBE

In response to research question two, language use-related problems in the
communication practices of CBE, the way the Bank used the print Medias and the clarity
of languages problems in these Media were identified. To identify these languages related
problems, managerial bodies (see appendix G and H) were asked to express the

challenges and opportunities faced the Bank from the languages used. The interviewees
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suggest that though the Bank benefited from the print and electronic media in its
communication practices, they uncover that there were some challenges in using the
language effectively in the Print Media of CBE. Regarding these print Media, participants
like the managerial bodies and experts at head office (see appendix G, H) responded that
CBE was serving almost all over the country with more than 1187 branches (when the
data was collected) and it was difficult to disseminate enough copies of the Print Media
to deserve for all these customers. The respondents also explained that the Bank used
similar English or Amharic language context all over the country and this might also its
own impacts. Added to this, these interviewees felt that the workers of the Bank did not
capitalize the uses of these Media as the main source of means of communication and
usually did not feel the responsibility of distributing these materials and commenting on
their improvements. This means, other than the language in use of the Bank, there were
also distribution and language improvement problems of these Media. Moreover, the
managerial bodies and the experts also responded similarly saying when the print Medias
came to their branch, they were reserved on service giving tables and the customers

took when they needed it.

If the responses of these participants were analyzed from Fairclough (1995), socio-
cultural views of discourse analysis, it could be concluded that the distribution of the
print Media was not well considered as a usual part of the work of the Bank. This could
be inferred from the following parts of the statements used by the managerial bodies in

their verbatim stated above:

... it was difficult to disseminate enough copies...,
...workers of the Bank did not capitalize on the uses of these Medias...,
... they were reserved on service giving tables and given to the customers when they

needed it.

All the above statements of the interviewees’ participants have negative connotations and
it has language use-related problems in the Communication Practice of CBE. For
example, if we deeply analyze the last sentence from Fairclough (1995) three dimensions

of CDA point of view, “...they were reserved on service giving tables and the customers
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took when they needed it,” could give many different meanings. For instance, the first
part of this sentence that said “...they were reserved on service giving tables, “ means
they were open to be taken by anyone who came to the bank and the second part which
said” ...the customers took when they needed it” show that the customers might need it
or might not need it. If we consider the first part of the sentence from its positive aspect
and assume that the customers can take the print Media, it is not the norm or culture in
this country (Ethiopia) to take documents or even a piece of paper from an office unless it
is provided by the office itself (see appendix I and J). Thus, this may be contradicting
with the socio-cultural norm of the people. If we consider the second part of the sentence
in the other side of the coin, there is a context that shows some customers do not need the
documents that indirectly implies the documents are not much useful. Anyway, it should
be noted that any form of print media that promotes the product of an organization is
expected to be distributed to the customers or public by a responsible body of the
organization itself to promote its products in simple and clear language. However, in this
case, the customers were expected to ask to take the brochures and flyers and the
researcher did the same thing to collect these print Media for his document analysis.

Similar to these Media, some challenges and opportunities are also identified in using the
use of languages in the electronic media in the communication practices of the Bank. The
following interview with BM3 could assert this fact. Asked to distinguish how to treat
customers of different educational backgrounds in the language used in the electronic

media, he responded as follows.

BM3: We do not equally treat our customers in the same way to use our
electronic media. Depending on their education, we divide our customers into
three groups as a highly educated, moderately educated and less educated or not
educated group. We do not encourage the less educated group of our customer to
use electronic Media like ATM.

According to BM3, the use of some electronic Media such as ATM facilitates and
become an opportunity for the work of the Bank in replacing human communication by
machine using the languages used on the machine for its operation. However, as using the

machine needs some literacy, he said that the machine did not equally serve all the
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customer of the Bank. CSM4 also argued that it was a challenge for blind people to use
this machine but CBE was on the way of solving the problem. Thus, these interviews
clarified that though using the machine is an opportunity for some people who know the
operation from its language in use, it becomes a challenge when the customers fail to
understand the language of the machine that leads the user how to operate it. Added to
this, in using this machine, the researcher also observed that even for the literate people,
the clarities of the language used in the machine for its operation was difficult as it did
not indicate what the customers should do in its operation. For example, let us consider
what is written on the board of the machine.

Figure 4.4. Process of Operating ATM
Part | Board of the machine from outside

o

There are numbers and letter on the broad of the machine. From the outside surface of the
machine, the functions of the words clear, cancel and enter do not indicate how and when
these can be performed. Added to this, the purpose of the letters A, B, C ... are also not
clear. The flyer that advertises the machine also does not indicate anything about how to
use the machine and nothing is also visible from the flyer that introduces the machine
(see Appendix Z3 and Z4 for its English and Amharic version). Anyway, as there is a
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hole in the real machine to insert the card, the customer may insert his card in the hole.

Following the insertion of the card, the following instruction is observed on the machine.

Part Il. The first part that can be seen after the insertion of the card

Please enlter your PIN
s a9 F PULATC BT e

In this instruction, as it can be seen from the machine, the customer is expected to enter
his pin. However, the question of how the language was used might arise from the word
“enter” itself. This word is used as a technical word here; the word ‘write’ and its
equivalent Amharic word may be easy for the customers. After this, the following result
will appear on the machine but the words or phrases appeared on the machine do not
indicate what to do next. Added to this, it does not have inclusiveness for blind people
using audio. These reveal that there is a constant language use-related problems on how

to use ATM machin
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Part 111: The 2" part after the insertion of the card

v" )

WELCOME FEKADU OLJIRA

Ministatement
PASEC 1N
P4.Aa4 “evAhs e

Balance
FYALLI

The customer is expected to press the kind of button that he /she needs for the money
transaction from the available lists and following this there are also other steps that the
customer is expected to perform for each kind of transaction. However, the instructions
are incomplete and anyone cannot perform the activities from how the language is used
on the machine unless he has previous experience. In line with the analyses of CP, it
lacks maxim quantity that tries to provide necessary information (Li, 2015) (see also appendix
L.)

To strengthen this idea, data from interview participant revealed a similar problem for

how TV program uses language. BM2 shared this view as follows:

BM2: | think the TV program for Commercial Bank of Ethiopia lacks many
things. First of all, the program is given only for 30 minutes. In addition to this,
the time and date of the transmission are not appropriate for many people. For
Example, one of the programs is on Sunday when many Christian people go to
church from 9:00_9:30 and again on Wednesday from 4:00-4:30 when people are
at work. Added to this, the Amharic language used in this program cannot be
easily understood by all common people. These are obstacles for the program.
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According to BM2, though transmission of TV was an opportunity to deliver life
transmission to the public in its language use, the length of time, some of the days of the
transmissions given to TV program and how the Amharic language was used indicated
language use-related problems for the program. The interviewee also concluded that in
the given time, it was not possible to high light the main ideas of the business work of the
Bank and made a deep explanation to make it clear for all the members of the community
in the way that they could easily understand. The researcher also observed a similar
notion. When it came to see how the Bank used the language, the Amharic language used
on the programs was partly replaced by English where it was possible to use their
equivalent Amharic words (see appendix L). To the contrary, research findings revealed
that in using media to create communication with the public, the coverage and the
language used can have a significant positive or negative impact on every aspect of an

organization’s operations (Nawaf, 2014).

The other opportunities and language-related problems were situations related to the
communication of the Bank with different organizations. Asked to state how the Bank
facilitated its communication practices with different stakeholders, the managerial bodies
(see appendix G and H) explained that the Bank has got a good relationship with many
organizations in written documents to facilitate its communication processes for its
customers. These respondents emphasized that the Bank has made a special relation with
Ethiopian electric power and telecommunication to facilitate its communication practices.
For example, he stated that to use electronic Media like internet connections and all the
facilities which have a connection with this Media; we have a negotiation with Ethio-
telecom. Added to this, the interviewee also stated that the Bank has different alternatives
like using the engine for electric power problem and wireless connections for internet
problems. To realize the response of this interviewee, the researcher asked additional
questions for these managerial bodies. From the responses of these managerial bodies,
the researcher had got the same response except their claiming of the situation in which

there was the time when the Bank faced connection problems.
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In spite of the good relations of the Bank with different organizations in facilitating its
communication practices, the researcher observed many instances when this was a
problem for the Bank to communicate with its customers and gave them enough services.
To make this more tangible, the researcher saw that there was a time when there was a
total connection failure at Sidist Kilo Campus branch on June 2, 2017, and the customers
were moving to different branches like Hamile Asra Zetegn and other different branches
in the area. During his observation, the researcher found out an interesting point on how
the workers tried to communicate with their customers in their language use to tell the
customers the problem the Bank encountered. The workers used English words in place
of Amharic to tell to the customers to go to the other branches and get the services
because of the failure of the connections. The following were few words which the
workers used to deliver messages to tell to the customers about the connection failure
which the researcher identified that could create a problem due to the clarities of the

language used by the workers to communicate with some customers.

1. “Chenfi?7 TCENAI®, AA’ literally means “There is connection problem”
where “AA” =there is” was only represented by Amharic word.

2. “CONTI°TAC AA” “There is system problem” where the phrase “T2C &AA”
“There is a problem” was again only represented by Ambharic.

3. “PFP2Ch PA9™” which literally mean “There is no network.” (see appendix L)

As far as the observations of the researcher were concerned, all the above phrases could
be replaced by their Amharic equivalent words/phrases instead of using the replacement
of Amharic by English. However, it can be concluded that there was the reluctance of
using the language that could fit the interest of the customers in the communication
practices of the Bank. This might arise from the assumption of modernity that gives
values to the foreign language used as an international language or lack of taking care in
using such language in a local context for communication purposes. This might be the
result of lack of knowledge how language use can affect communication or lack of
awareness of the difficulty levels that these kinds of words/phrases could create in

communication practices when they were used for the entire customers.
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Furthermore, in response to the research question two which was asked to investigate
language-related problems in different communication channels of the Bank, barriers of
language in use were identified as another theme in the process of data collections in the
communication practices of the Bank. Among the barriers, the dominant ones were the

following.
4.2.1.1. Barriers from Words/Phrases Used

As the focus of the objective of this study was to investigate language in use in the
communication practices of CBE, the interview participants were asked to indicate
problems related to language in use. Concerning this, the participants were asked to
identify language difficulties they faced as challenges in the channels of communication
of the Bank to deliver their message. CSM1 boldly explained that the uses of business
words or new terminologies were one of the main obstacles that he faced in his
communication practices in many ways. The interviewee noted the fact that the Bank
borrows some business or technological words from English and used them without
making any adaptation. Asked to respond whether the Bank tried to make any
acquaintances of the new terminology before they started to use for their communication
purposes in some channels, he responded that this was not accustomed in the Bank. He
further explained that it was believed the customers could manage to use the technologies
and their languages in their own time (see also appendix G, H. I and J). Research
finding also reveals though simple words highlight messages, professionals seem to have
a problem with the idea of using simple words assuming that their customers can
understand them (Wilkie, 2001). Moreover, the researcher also identified that the Bank
used some business words in its flyer or TV advertisements without making any
induction for the customers and this may be related to Wilkie’s, idea. For the sake of
identification of how the words used could become a barrier of communication for
Ethiopian customers let us consider the words used for the choices of transferring money

and see names of different organizations used on the flyer.
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Figuer 4.5. Flyer for Choices of Transferring Money

Lh-;m,’ Tramnsia ;

-

Note: The size of flyer is the same with the original one.
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To verfy the clarity of the language of the flyer to the customers, the researcher showed
the flyer to the customers and asked them whether they can understand it or not. All most
all of the customers’ intervwee claimed that the flyer is not ligible to them to read and
they cannot easily understand the language used in the flyer. Added to this, they said that
they do not have enough knowledge about names of the organization in which they

transfer their money see appendix I and J).

In this flyer, about nineteen different names of choices of receiving money from abroad
were listed. It was so interesting that the Bank had such relationships with international
organizations. However, the languages used to introduce these organizations and the
advantage of receiving money from these organizations should be clearly stated. The
flyer used different writing styles and colours to attract customers. However, there were
two difficulties that the words/phrases used in these names could create. In the first place,
the names cannot be seen from the flyer. Secondly, as all the names of the organizations
that the money sent through were foreign organizations, the customers did not have any
background knowledge in which they would have been acquainted with these
organizations unless the Bank had made induction about the organizations and
encouraged them to choose any one of them to receive the money sent to them from
abroad. What was surprising was that the Bank used the same language in introducing
these products in its Amharic version of the flyer. It might be difficult to translate names
but the language used did not make any implication about the organizations that the
customers could sense in relating it with Ethiopian contexts. Thus, it was possible to say
that CBE didn’t give attention to the problems that might be created due to the
awkwardness of the name of the organizations in the Ethiopian context about its language
use. Thus, the functions of the words/phrases used and their contexts did not have any
function from the environmental context and any discourse practice or socio-cultural
background of the society (Fairclough, 1995; Halliday, 2002 & Wodak, 2001). This could
coincide with Wilkie, (2001) research finding that implied business organization did not
have good awareness for the problems which could be created in language use and this is

another language related problem.
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To the contrary, after the process of the interview questions, CSM3 recognized that if his
organization worked upon it, there would be the possibility of adapting the business
words to local languages or define them in a plain language in print or electronic Media
and acquaint them to the customers. Added to this, he also commented that it was
possible to give an induction for the customers to be acquainted with a different business
organization on print or electronic media. As a result, he felt that using the original forms
of these words could create communication barriers and narrated the story of
communication problem related to language use he came across due to the English word

“inactive” in his work carriers as follows.

CSMa3: Once upon a time when | was teller, there was a customer who did not
activate his balance for more than six months and came to my window to with
draw some amount of birr from his account. When | entered his security number,
the data responded that it was “inactive”. In the Bank language, the word
inactive reveals money which is not activated for more than six months and the
system does this for some security purposes. When 1 told to this customer that his
balance is “inactive” and he should talk to customer service manager about the
situation to activate his transaction, he insulted me. He said, “I do not know your
saying of being “inactive.” “It is my money and I can take it at any time I need
it.” Why should I bother going here and there?”

From these ideas, the interviewee concluded that the time was very terrible for him and it
was not an easy task to convince this customer who was irritated without understanding
the context. Thus, the interviewee expressed, he and his colleagues mostly faced such
situation in some instances. This is contrary to human communication expressed by
Wunderlich (1980) as “One of the intrinsic features of human communication consists in
the fact that the hearer must find the items referred to during a discourse in his memory,
which is a vast domain, p243.” In the story of above case, the disagreement
between CSM3 and the customer was raised since the word “inactive” was not in the
mind of the customer and it was supposed to be replaced by words of a local language
which had similar meaning by the worker.

In a similar context, CSM3 explained the problem of using technical words with a young
lady who wanted to request for ATM card. According to this participant, when the young
lady came to request for the card in his branch, he explained that he told to her to fill the

visa card request for it. Following this, he said, the lady was surprised assuming as if he
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were telling her to fill the visa which was an official mark that allowed her to go abroad.
Thus, CSM3 said as he understood the feeling of the young lady, he told her that it was
not the form that helped her to go to abroad but it was a form which was used to request
ATM card. Finally, CSM3 concluded that this miss understanding created
inconveniences between the young lady and him but stated that he could change her mind

after making some deals with her.

CSM7 was another participant who shared similar experiences in his work. This
interviewee said that when the workers of the Bank speak the Amharic language, they
mostly speak it by replacing Amharic words or phrases by English words. For a similar
question about the language-related problem due to words/phrases that he was asked, he
narrated an example of communication problems that he came across when the customers
wanted to withdraw money from his account. He said, to tell to the customers such an
event, the workers usually replace Amharic words or phrases by English where they
could only use Amharic words/phrases. For example, he remarked the following

sentences from what the workers of his branch said.

1. “A0.27? Aha, 77 CHPA? to say “Do you have your saving account?” in
which the phrase “GA.272? Aha 77> could be replaced by “P&mn
LA+47” and could be said “PemQ LAVT$7 LHPA?” which was
equivalent to “Do you have your saving account?” and

2. “6:C9° Lov-A to say “fill the form” in which the word “62C9™ could be said
“$%” and replaced by the phrase “®87%7 £ov-A.” to say “fill the form” as an

examples.

According to this participant, this kind of words or phrases usually creates
communication barriers between adult customers who knew only Amharic and the
workers of the Bank who used these kinds of words/phrases in replacing Amharic by

English unintentionally.

This reality presupposes that the replacement of Amharic words by English in making

oral communication with these kinds of customers is creating confusion in transmitting
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once a message from the sender to the receiver. It should be noted that communication
through language is about presenting a comprehensible message to the user by

understanding people’s use of language (Kukulska-Hulme, 1999).

Experts at head office expressed exactly the same idea that indicated the problem of
using words as the main communication barriers in CBE. This participant stressed words
like ATM, current account, savings account; mobile banking, pose machine etc which are
English but jargon words for customers of the Bank were not easily understood by many
customers. The interviewee exposed about these technical words assuring that they were
used without any change as they were borrowed. Experts at head office also stressed
whenever new products came, he faced a similar problem to use Amharic or other
Ethiopian languages and it took a long time until the customers became familiar with
these kinds of products. The same concept was also expressed by by managerial bodies.
These participants acknowledged that in the process of using technical words, only some
customers who had good contact with the Bank knew about these words or phrases and
could communicate with them (see appendix G and H). The content of this question was
also responded in similar ways by customer participants regardless of their educational
background. They expressed that most of the words that the Bank used in its
advertisements or the documents that they collect from the Bank were not clear but they

worked with the Bank relying on its loyalty (see appendix | and J).

This context might imply that though the Bank did all its best in all of its communication
practices, there were contexts under which the workers failed to understand the values of
language use and did not use proper languages that satisfy their customers to the level of
their understanding. For example, in their communication strategies, they lack issues such
as using appropriate vocabulary for a customer and translating meanings between
different languages. However, Wertheim (2008) and Bisen (2009) findings reveals words
can create communication barriers when the sender and the receiver of the message do
not vividly understand each other with the meaning of the words they communicate.
Thus, for this kind of context, the workers should find a solution to explain the jargon
words in plain language in a way that the customers could understand them (Wilkie,
2001). Added to this, (Giles, 2009 and Kocbek, 2006) also asserted in doing business,
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business language is a key for any business enterprises that should be deployed and
performed all the time to the highest level. They also said that language skills are one of
the essential components of the communicative competence that needs clear
understanding throughout the work of organizations by all the workers.

To further investigate the difficulty level of these words or phrases, another question was
asked in relation to the English language use. These interviewee participants remarked
that using only English words on some documents has created many difficulties for their
customers. For example, CSM2 commented that most of their customers who circulate a
large amount of money did not have good capacities to communicate in the English
language. As a result, they faced a lot of problems in using documents written in English
during their money transactions and needed the help of their workers. BM1 also raised a
very interesting point in using the English language alone in these documents. He agreed
with CSM2’s commented and pointed out that some of their customers did not
understand anything about these written documents and this added another burden to the
workers in explaining the ideas of the documents to their customers or filling different
forms if they needed it. In addition to this, E.8 elaborated his experience even when there
was a time in which the literate group could not understand the jargon words used by the
Bank. The researcher also saw these incidents during his observation when the customers
were confused to circulate their money with proper uses of some documents
independently. In addition to this, in his document analysis of the researcher observed
about the balks of words used for different money transfer systems about different
choices of receiving money (see appendix L). However, Henderson and Louhiala-
Salminen (2011) reported that using one dominant language for communication does not
mean that common ground is automatically established. Thus, they recommended that
organizations must concern themselves with their environment if they want to make
effective communication. To the contrary, from the language in the use of CBE, we could

see that environmental context was not concerned (see appendix G, H, | and J).

On the other hand, experts at head office recognized that the documents that they
prepared to deliver the Bank’s messages to the customers of the Bank were prepared in

civilized ways but whenever the new products came, their Amharic or other Ethiopian
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languages equivalents were not searched for these products before they were
disseminated in print or electronic Media. Indeed, they asserted that the words were
copied as they were without making any adaptation and their concepts might be difficult
for many of CBE customers. In addition to this, they explained that the customers were
expected to know some sequences when they used some products. These sequences were
explained by some words or phrases in English. Again these words or phrases were used
as they were borrowed from English and these interviewees further stated it might fail
here to attract new customers and affected the Bank’s communication practices. They
assured that all people who were supposed to use the product might not equally
understand the steps due to the words or phrase used and this needs improvement. For
example, they indicated that it is possible to use the Amharic equivalent for the English
words used in ATM for money transfer which is completely written in English (see
appendix G, H, I and J). These ideas of the experts match with Bisen (2009) ideas about
adaptation and selection of words in business communication. According to Bisen
(2009), an adaptation of words is important to communicate the message clearly with our
customers to communicate to the level that it fit the mind of our customers we want to

communicate using familiar words.
4.2.1.2. Structural Problems

This section evaluated samples of structural problems of sentences in the language use of
CBE’s communication channels. From the data which were collected from different
channels of communications of the Bank, structural problems of sentences which were
related to the miss-use of some phrases or arrangements of words, length of the sentences
or vagueness of the sentences were identified as some of the problems that affected the
clarities of the languages used in the communication practices of CBE in problems
related to language use. Using grammatically correct sentences could facilitate
communication in any language and this may be given due attention by linguists. Though
this may not be understood by many people, in the investigation of the current study,
grammatical elements of the languages used by CBE was found to be one of the factors
that could affect the communication practices of the Bank negatively. Similar to data

collected from interview section, it was also identified during observation, CBE used
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posters, made announcements on its TV channels, distributed many print Media and used
different electronic and social Media to address its objectives and communicate with its
customers with the public using English and Amharic languages in its communication
practices. However, the clarities of some of the sentences or phrases of these documents
and spoken languages used by the Bank fail under questions due to their grammatical

construction.

For example, let us consider the English version sentence written on heading of the flyer
to advertise for foreign currencies exchange which has a direct translation in its Amharic
version. The English version says “Visit Commercial Bank of Ethiopia to receive

money transfers and Exchange foreign currency then win a prize!” See figure below
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Figure 4.6. Flyer to Advertise for Foreign Currencies Exchange
Part I: English version

When convertibie foreign currencies like US dollar, Pound
Saudl Riyval and others:
Sent to you through Money Transfer Agencies working
with our bank
Exchanged in our bank or
Sent to you through our swaft

You win varfous prizes.

address (CBETETAA)

Remember |

The freqguency Of YOUr

services w T

iIncrease the <

As SOOMN as you receive tho

pranches of our bank, the coupon numbers will be
sent 10 you through your « &l phone

When you visit our bank for the services Trom
August 26, 2015 to October 10, 2015, you will be
nomnated for the following prizes

' prize - ; @ach that wins 40 Inct

or televisions

s each that wins Washing Machines

> prizes sach that

: ””"
| Bank -
The Bank Y of Ethiopis
' —AlWAYS Roly Oat
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Part I1: Ambharic version
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SN2 T FAT O YOr~E 0 TINOT 3
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afl 2NNt
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TN IF A 25 A
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() 15 Ay ANSISIYSNT YHNN *ToawlLy “ThD
O B5 Mg RNYIRISNTwW YIS I I
(Knchen Scale)
HNY 8BS AMPTF ANSSISINT YD L.
G PAS Y (uace Dilanoern)

VA TIYB ¢ 5o
Ao SRR

Wh
‘ !,'411‘Illll7.,‘ , ‘,'},l'

Note: The size of the flyers is the same with the original one

The construction of the sentences in the flyer has a similar problem both in its English

and Ambharic versions. For example, if we consider the heading of the flyer that says
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“Visit Commercial Bank of Ethiopia to receive money transfers and exchange
foreign currency then win a prize,” the construction of this sentence had many
problems when it was analyzed with the content of the flyer. First, it was not
economically written as heading with selected and pressing words. It also didn’t specify
how can a customer receive money transfers and exchange foreign currency. In addition
to this, it didn’t indicate how much money the customer could save. The eligibility of the
sentences might not be convenient for all the readers. However, there were many prizes
listed on the flyer. To understand the concept of these sentences on the flyer, the
researcher asked managerial bodies for further explanation. The interviewees narrated
that these sentences were encouraging customers to save their money in the Bank and
won a prize in a lottery system. They further extended that this was realized only if the
customers saved their money till the last date which was decided by the Bank and the
amount was more than 1000.00 Ethiopian birr. According to the statements of the
managers, the system gives to the customers’ number for the lottery system for every
1000 birr saved and the amount of the birr that the customer should save must be more
than 1000 birr for each lottery number. However, the content of the flyer does not
indicate any of the above ideas except listing the prizes. In addition to this, it has similar
language problem of legibility which cannot be easily seen and understood by all

customers (see the full version of the flyer above and appendix G and H)

To investigate more examples on the English language version, a sample of the sentence
was taken from Foreign Exchange ATM (FOREX ATM) service brochures and analysed.

The sentence could be read as:

A person in need of the service (FOREX ATM) does not need to go to any branch
of the Bank, rather goes to the places where the machines are installed with
foreign currency at hand like (USD, GBP OR EURO) and insert the currency then
the ATM pays with the required local currency automatically. (see appendix N)

This sentence is supposed to be written to anyone who needs to use the FOREX ATM
service. If this sentence is analyzed from CDA points of view, the appropriateness and
clarity of the language used are not explicit (Fairclough, 1995). To begin with, the
sentence seems spoken language rather than written one due to the arrangement of the

words and its length. Next, the text of this written document does not indicate clearly
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where the customer shall go to save his time. The part of the sentence “A person in need
of the service (FOREX ATM) does not need to go to any branch of the Bank...” indicates
that there is a place which is appropriate to exchange this money transfer better than the
branches nearer to the customers because of the availability of the machine. The part of
the sentence that says ... goes to the places where the machines are installed with foreign
currency... implies that one can get this machine everywhere with the currency. Thus,
this sentence must indicate that there are many accesses of using this machine and getting
foreign currency. Moreover, as this sentence is general and does not specify the users, it
is assumed that this machine is known in the socio-cultural environment of all the

customers or the public whether they are Ethiopian or Foreigners.

From the discourse analyses perspective, the above sentence is understood in the
discourse rules that assumed to have world knowledge to comprehend any kind of
sentence (van Dijk, 2008). However, the views of the sentence of the Bank about FOREX
ATM service contradict with the social practice of the population (Fairclough, 1995).
Concerning this, if we take the case of Ethiopian customers, most of them are not familiar
with the machine because it is not found in the world of their knowledge and they cannot
get it everywhere like branches of CBE (Wodak, 2001).

Contrary to this idea, customers’ interviewees (see appendix | and J) who could read
Amharic and English languages stated they did know the machine but did not give much
attention to the advertisements of the Bank. They claimed that they were not attracted by
the clarity of the languages and even sometimes when they read it, there was a time when
they did not clearly understand the central ideas of the message. Added to
this, they complained about the language use of the Bank whenever they transferred
money to another person’s account. They felt that they didn’t understand the phrases on
their receipts but simply take into guarantee the fact that it was a state organization and
could be relied on. This was similar with the other customer who was asking the Amharic
copy of the receipt for the money that he had transferred and observed by the researcher

(You can see the sample of the receipt form).
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4.2.1.3. The Contents of the Language Used

To investigate more problems on the questions of the language related problems of CBE
in using a language, question related to the effectiveness of the content of the languages
used by the Bank was analyzed. Regarding this, asked to state how he saw the contents of

the language use of the print Medias of the Bank, PS4 responded as follows.

PS4 “To speak the truth, I haven’t observed much while people are giving
attention and reading the print Medias of the Bank rather than reading the title. |
feel that this happened because the languages used are not selective and
sometimes monotonous to read. Some time if you want to read some brochures
and flyers, they are too long fo attract customer and encourage them to read.”
(Interview)

For the same question, CSM7 depicted what he experienced by focusing on the brochure
that he read about women saving account. The advertisement says “Pf-F P&ma
A AN (mhét PHaLe LCEAT 0°20m-T P2 P50 +tmPl LU-T
which is literally mean “By opening woman’s saving account, be benefited from the
discounts from different business organizations.” Following this heading, the brochure
is listing the names of some business organizations which make discounts in different %
if women save money in CBE. But, this respondent felt that the language used in the
heading was not touchy and nothing was said about these business organizations that
make them peculiar so that the women save their money and buy the products from these
organizations. He also concluded as all the organizations were found in Addis Ababa and
limited regions of the country, CBE should identify how, when and why women should
save their money to get discount rather than circulating their money. This revealed that
the language used in this brochure excluded many regions and created discrimination. In
addition to this, CSM7 said that though many of the brochures were written in Amharic
and English languages, this one was only written in Amharic which had similar standards
for all customers. From the ideas of this interviewee (CSMY7), it could be concluded that
excluding the English language from this context mean losing the customers of other
community especially the foreigner women from becoming the customer of the Bank (see

appendix R). Moreover, as the woman in the advertisement was not advertised in the
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Ethiopian context according to the cultural norm of the country, it may also do not attract

many Ethiopian women.

Thus, the ideas of CSM7 exposed the fact that the content of the language used in this
brochure disagrees with the notion of discourse that reveals text/talk-in- context to make
explicit relations between contexts and texts on how language should be used (van Dijk,
2008). According to van Dijk (2008), these include analyzing the context that is the social
environment of the population and relate it to the text that is the contents of print Medias
languages in the way they address the interest of the customers or the public to attract
them toward its organization. This means the brochure should be prepared for the
heterogeneous population but it was prepared as if the population was homogeneous and

prepared only in Amharic.

To the contrary, data collected from the demography of the population from the
questionnaire for customers showed that (N=135 (44.6%) of the customers’ mother
tongue was other Ethiopian languages (see appendix O). This could indicate the
customers whose mother tongue was other Ethiopian languages might not have good
ability in the Amharic language. According to the idea of CSM7, the Bank prepared the
content of the brochure only in Amharic without considering the linguistic biographies of
its customers who could be served in Addis Ababa. In other words, this might imply that
the documents which were prepared only in Amharic were not much used to the speakers

of other Ethiopian languages.

Contrary to this, the Bank might use Amharic language assuming that the content of this
language could fit the context of Addis Ababa and touch the innermost of its customers
where the content of the Amharic language used by the Bank disagreed with this
situation. Thus, the content did not have any relation with the other group of the
customers whose mother tongue was not Amharic and might be migrated from different
corner of the country and became resident of Addis Ababa. This indicates that using only
one language (Amharic) which has a similar standard in its context for such kind of
brochure in Addis Ababa where the population is heterogeneous may affect

communication practices of the Bank.
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To further investigate the content of the language used, they were asked foor further
explaination of the content and the respondents were asked concerning its being illegible
and uneconomical in many documents. These respondents were very similar in declaring
the fact that almost all of the electronic and print media except posters were illegible to
read. They verified that almost all these Media needed to take time and read which could
consume the time of the customers. This might discourage the customers to read the
electronic and the Print Media of the Bank. Added to this, they agreed that some of
thefonts upon which the messages were written were too small to be seen with our naked
eyes. They also used many words and were not economical to be written in small spaces.
As a result of this, they felt that these electronic and print Media might not deliver the
intended message of the Bank to communicate with its customers and public efficiently.
(You can see all the documents used in this dissertation and attached as an

appendix and appendix the interview transcrptions)
4.2.1.4. Communication Problems Related to Language Use

From the responses of the research participants, other than print and electronics Media, it
was identified that CBE used different channels of communication in its communication
practices. Asked to respond what channels of communication CBE used to communicate
with its customers and the public in its communication practices, E4 who was experts
of the communication department at the head office of CBE gave due attention on how
the Bank worked in its communication practices using different channels of
communications as follows.

E4: PA.APA.P 392C Q%0 Al 75 72758 AoEmls Al P77 7751
aoaoo(®F AdT:: A5 N5 (AhAa PAHT33 9°CFT A“72dwPs P10
D375l NGl PITA?7 VA ATRCIND:: N9°0 (LA (0L
DN WLP ATRCIND: ZCHAI? ANALa,? owlE RS040 %::
VI (11600, “9E U NP 09N 55 K 20NN % TN h358209° hheA5
BT I (MH7T00hA awAN NGo0] 2136 w.LI° VNt 2A5LCIN::
LU?? 177847 V- PT7 I°CT A25mdtI° (AL U7 TED7D17
APPOPani::

It equivalent literal Englishtranslationwas the following:
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E4: “CBE uses many channels of communication to maintain and create good
relationship with the public. In our part, we try to use effectively all the means we
feel that can best promote our products and our relationships with public. For
example, we advertise in bill board, disseminate information in portals; make
press release and press conferences with big depositors and premium customers
in centralized ways ones or two times in a year to make the communication system
uniform. In doing so, we also agitate the public to use our products and introduce
the new once using our TV program channel.” (Interview)

It is important to note that E4 focused on using different channels of communication that
the Bank used in its communication practices to disiminate business information of the
Bank from central office. E4 identified different meetings in which the Bank
communicated and made discussions ones or two times in a year with big depositors and
those customers whom the Bank called premium and business customers. In a similar
talking, E1 notified that the Bank introduces its products by giving sponsorship to some
organizations. According to this interviwee, the Bank works many things at central level
to centralize the communication system of the Bank. He emphasized that they prepare all
the print and electronic Medias at the head office. To confirm his ideas, he cited
examples by indicating the preparation of brochures, flyers and all forms of documents
and their distribution to each branch through the hierarchal structure of the Bank from
central level. He stated that the documents are givin to the district offices and distributed
to each branch. Regarding this, he clarified that the main target of this kind of
communication system was to give similar concept to the public about the main
objectives of the Bank. Almost all of the officials also assured this idea (eg. BM1, BM2,
CSM 5, CSM7) by indicating all the channels were prepared at central level by
communication department and distributed to their branch through district office. Thus,
in most instances, the channels of communication that used by the Bank was top-down
ways of communication through which the top official and experts disminate information
from the center. In his interview session the the researcher also asked the advantage of
these forms of communication. BM1, BM2, CSM 3 and CSM 5 revealed that the only
way of using top down strategies of using different communication channels had its
drawback. They stated that they were situation in which they came across foreigners who
could not know English and Ethiopian customers who did not know Ambharic at all or did

not want to use it as the main challenges in their work. Moreover, they also stress that
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though they have agreement with Ethiopian telecommunications for the internet access,
connection failure in which they could not easily access ATM, Mobile banking and
internet banking became a big challenge in their communication (see appendix G and
H) for further clarifications).

To identify if there were more challenges in the channel of communication of the Bank in
their language use, experts of the communication department of CBE at head office were
asked for further explaination. Depending on the interview guestions they were asked and
confirmed that some of documents which were prepared at head office were translated
into some major languages of the country like Oromo, Tigrigna, and Somali and Afar to
some instances though these were not practiced in Addis Ababa and for some language
like Affar they faced lack of transilator (see also appendix L). However, the other officer
who practically manage the work at CBE branches in Addis Ababa such as CSM 3,
CSM 4 and CSM 6 sepecifically explained that other private Banks used languages like
Tigregna and Oromo as alternative languages on their different electronic Medias and
other documents that they also observed in ATM languages like Oromo and Tigregna in
Addis Ababa whereas CBE did not have other Ethiopian language alternatives in its
channels of communication that were used in their branches for the sake of
communication. This means, the language used by CBE in Addis in all the means of
communication like press release, press conferences and TV program was limited to one
language (Ambharic) that didn’t have distinct standared in its spoken and written forms in
these channels of communications and this is another big challenge which had language

use related problems.

Another interviwee, CSM1 felt that wearing style is the other means of communication
that can be used as a channel of communication. According to CSM1 wearing style is
important to influence public image during communication and the Bank has rules and
regulations for this. He stated, though some workers may sometimes break the rules, the
Bank enforces this practice to perform all the time and almost most of the workers do this
to attract their customers. However, CSM1 expressed that there were occusion in which
some of our customer felt inconvieneneces in our wearing style when some female

workers wear some kind of clothes which were divated from the cultural norm of the
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Ethiopian people. Though this might be out of the control of the Bank, there were times
when it became challenge for communication with Ethiopian adult customers which has

no relations with non verbal language use related problems.

Added to this, CSM1 also expressed a rule of the Bank that guides its workers to work at
different departments in a certain period to acquaint him/her with different work
experiences and give promotion for the workers. According to this respondent, this
context creates to the workers to develop vertical relationship with his or her colleagues
for the internal communication of the Bank. As this informant has worked in the Bank for
more than 30 years, he stressed that it helps the workers to communicate through system
from top to bottom and acquaints him/her with different languages and the norms of the
Bank which are used in each department. BM2 who had similar experiences also shared
similar ideas. This respondent indicated that the Bank used mostly top down strategy in
its working system. Thus, at branch level nothing was changed except implementing what
the head office communicated through district to the branch level in using different
communication channels but revealed that there is time when such kind of

communication beomes a challenge.
4.3. Workers Language Competences in Solving Language Related Problems

The other question which was raised about the use of language in CBE communication
practice was questions asked to identify the language competence of the employees.
Some customer respondents (e.g. M2, M3, PS5 and OC6) specified that there was time
when the workers made face to face communication with them and other public to
introduce about the products of the Bank. These respondents indicated that the workers
agitated them to save their money in CBE. Accordingly, the respondents of the
interviwee confirmred that they saw these workers while they were agitating people at
schools, bazaars and road sides. In addition to this, M3 further recognized that even there
was time when he saw them rounding in the public work places and announced their
products assuring that they came to his work place at least once or two times in a month
but felt that the way they deliver their message was monotonous and this made him not to

feel comfort in CBE’s communication which could be a challenge for the face to face
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communication that the workers made and this indicate from CP perspectives problems

of maxims of quantity (see appendix L).

On the other hand, the other customer participants’ responses were completely different
from the responses given by the officials and some customers. The claim of these
respondents here was that workers were not acting as business man in their channels of

communications. For example, PS2 explained the details as follows.

anha, Pazh £737 5t awloo®F ¢4t m 75 sam, Af A19°FI::
LAPO NN9° €077 ST, :: (IRACIT A383.8 PANG PR wlAFF
(.5°59° h7387%8 &ITa, hhI’58 PPr woAd-PFI° An-:: A2L50
3L 54 AP @l A NewAm G aonh-l- 191w A9°7F % FLH7 1LL5TT5-
HATA D01 ol Pl PPov(l1 21 Ad:: A28IHY S.L51: ANAFPE
L PFI° (MHALI° (18mwil 9°F LMA-:: A353.6 L79° LHITFPF
Faovay, AP 4.0, wiAPE ACH (- a, P72.Pws (11 21L9° A ::
0.°PM#I° LPCI ALMELEI:: MLVI® (6079 oA PF LHIPTF
120w, % A 25 BP0 VPP (M 11a, U457 ALLPALAIP:: ~C-a, 7
ARV @m, ¢ MNwtm T4 40 : :

It equivalent literal Englishtranslationwas the following

PS2: “In my part I don’t believe that the channels of communication activities of
the Bank are good. | feel that they are rather slow. Even if there are some active
workers in their communication and their service delivery, there are also slow
workers with gloomy face. There are times when these kinds of workers close
their window from inside posting the paper “closed” and stop giving service
without explaining the reasons why they do so. This kind of wrong act is very
common during salary payments. Moreover, there is also a time when they are
talking to one another while the customers are stopping and waiting for their turn
and concluded that these kinds of workers do not ask any excuse for their wrong
did.” Added to this, he also claimed that when some workers agitate the customer
and the public to save their money at CBE, they roughly agitate them and pass by
without making detail explanations. They don'’t feel responsibility for the work.
(Interview)

From verbatim, it is possible to conclude some workers have communication problems to
communicate with their customers in bright face. Maney ideas could be observed from
the verbatim of PS2. Form what PS2 has said, the non-verbal act of such a worker is very
challenging in the communication process of the Bank. This kind of non-verbal act might

be done unconsciously; or the worker might have his personal problems and felt

150



inconveniences and expresseed his inconveniences to the customer by showing gloomy
face. The other problems which could be created in disconnecting service delivery
without the knowledge of the customers were another big challenge that might be created
due to lack of business communication skills. Added to this, the worker might talk
roughly to the customers again due to lack of business language communication
competence. Thus, these can roughly suggest that there are workers of CBE who do not
know the the specific standards and the personal creativity for business communication
that may include politeness, showing bright face, becoming friendly and being creative in

their business work

Similar to PS2, M1 also stated that the Bank has diverse channel of communications but
he specifically blamed the problem he faced in face to face communication with some

worker. He expressed his verbatim as follows.

MLl Az PATPAFP 32 Q205 PANT PIA Q2hi9° AQA 575::
(A APZP 3920 Q30 .09 105710 G ] £ 315 50CH-: : P4 N4
D375, 7 (Moo Ahd PIA Q30T hA P40 372.€ Q30 (470 v-47-
PENTA:: 71C 7% PhAPE4PF 392 O%h Povdphid- (lU-A1 9°H73 P17
‘s :: APRTw, IPRICA AL Polwcy - Dl A2l .90 DA
W F Do ol B F QP I ON72.015% sa : : VN5 a, 77C PA. P40
390 Q%0 h7Aa Q30T CAP (H1750°Z PANRT N7 sa,:: P07
D375l (MHoohrl 190 Q30T PG APUIA Ad:: Q77 (19 UQ-
PGV TA:: BUFT (A TPH.0° 278 00 e AJ 17 ard”: :

It equivalent literal Englishtranslationcould be

M1: “I am the customer of CBE and private banks. I am served in CBE for more
than ten years. As far as the face to face modes of communication of CBE and the
private banks are concerned, | feel more comfort in the private banks but | have
chosen CBE for two reasons. The first reason is that my work has great
attachment with government institutions. If I don’t work with CBE, I cannot easily
facilitate my work. The second reason is CBE is better than private banks in its
technology that makes circulation easy. But regarding personal communication,
in private banks, there is a reception room. The receptionist talks with you to
facilitate a detail of the service of the bank to make communication easy for you.
However, you cannot get this in CBE.” (Interview).

After M1 expained his ideas in this we, he wanted to add some more information and
again got a chance to explain his adeas and stated it as follows.
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M1: PIA Q20T 23895 385 (IP 1) (19 ZPLLM 1214 41841 #7¢-
AN wL PACHAYA :: AI°AN A5 hA450 PEmD Ahar-7 A%k 1314
ANCLPAY:: ALY DTG 370 hAAPH5P 3920 Q0 AT
A, PI°: : (MHALI° (MHU? 21 hA.1P4.° 39C Q2h I°39° SE57
P34 o181 ALTAI:: (17A O3hi A.°P387%8. woAt5 A€l T,
ADCAws  PACHAYA:: CUBF  LZ1° (A APH5P 370 Q3R
AT 1T I": : wlAPH 199 T, ? 1F mflta, Lwdin-:: PIA Q30T
D% APRIY APLLDI: : T°GTANTIV PA P40 390 030 At £ H1FF
N4 A2 LTAA : :

It equivalent literal English translation could be

M1: The private banks are very friendly and they communicate with you at your
work place and encourage you to borrow money and work with them. For
example, | borrowed money from Addis Credit and Saving Share Company. I
haven'’t seen this kind of approach from CBE and these days, even it is very
difficult to get loan from CBE. In the private bank, all the workers encourage you
to work with them in every corner they see you. However, most of the workers of
CBE are not concerned to do this to the extents that you expect from them.They
only perform there activities during their working hours. I think they don’t do this
because they have many customers but in the private banks the workers do this
any time in any place they get you.” (Interview)

Following his second comment, M1 wanted to expain his ideas once more and he was
given a chance to add his ideas and then stated as follows and finalize his comment.

M1: PA.ZPE.P 392€ Q0 A“ZmPPa. T.PE AT AN ALAPI::
AT°0N, PUPs LM Prvd h31dd A28 av 3909 P QAP CCET P
OFPF 3 Aovogol w8 C:: ~ca? henndoh (1739 CCe:
Ol TPZP 3970 Q30 QA ANEAT 2. Q30 Ph A1 L1147 BrC
PIAZ B4 hAhAPEP 320 Q0 A22Goma) mPPds:: hilpP 28
QoA NP ovs Pa, 7 D20 hAOAF: : QU-AA-T +#7 77 At 71060
homay, (01749 A289°29° Ad4m5:: PIA A%2hH (LWL} 77 LV U 77
PAar9”: :
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M1°s Final comments English literaltranslationwas the following.

M1: CBE also doesn’t give you immediate response for some questions. For
example: - at a certain time | took contract and constructed some furniture for a
certain nongovernmental organization. After | have accomplished my work, the
organization asked me to bring my account number from CBE to transfer my
payment into my account. Then when | asked CBE to write a supporting letter that
contains my account number to this nongovernmental organization, the first day, |
was refused to be given the letter but later after | had made detail explanation, |
took the letter in two days. If this was a private bank, they did it
immediately. (Interview)

From the narration of M1, it was possible to observe some challenges of communication
that could characterize CBE’s workers’ competence of communication. Though the main
objective of this project was not to compare private banks and CBE, the above complaint
might be raised due to the hierarchal nature of the communication strategies of the Bank
which was based on centralism and communication problem of the workers which could
be cretated as lack of communication skills or the working condition of the Bank in
which the workers might lack communication competence to treat their workers
immediately. From the complaints of M1, it was possible to conclude that CBE could be
out of market due to its means of communication if there had not been the interference of
the government. M1 seriously telling us the reason for which he became the customer of
CBE. He confirmed that he only became customer of CBE since the government attachd
his business works that he did with non government organization with CBE. From the
ideas of M1, it was possible to conclude that CBE did not encourage him to take a loan
and work with it which could be another challenges of communication that encountered
the Bank due to communication competence which were created by its workers or the
internal communication management of the Bank. In this case, if the Bank could not give
loans due to its own reasons, it should be clearly told to the customers so that the

customers might search for other alternatives.

Another customer respondent, PS3 elaborated about the question related to challenges
encountered CBE in its channels of communication by focusing on its external
communication. This respondent explicitly expressed about the panel discussion in which

he participated. He reflected that the speech of the panel discussion was dominated by the
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speeches of the officials. He also explained that the target of this discussion lay in
convincing and making people to accept the objectives of the Bank. This respondent also
further extended that as communication system was dominated by the speeches of the
official, most of the audiences or public did not have much chance of giving immediate
responses for what they felt should be improved like giving loans. For similar
question, CSM4 talked about the internal communication system of the Bank. According
to CSM 4, the internal modes of communication of the Bank were face to face,
telephone, letters and portals. He emphasized that using face to face, telephone and letter
communications, the workers communicate with one another or their boss to ask
guidance. Added to this, he explained in using portals, they get new information which is
disseminated from the head office of the Bank. Similarly, he underlined that the bosses
also use these channels of communication to give guidance and new information for their
workers. From these responses it is understood that the communication sytle of the Bank
seems directive in which the top managers order the workers what they should do (see
appendix G and H). This could imply that the workers might lack the competence of the
fact that communication is two ways. However, in business, communication is
fundamentally a collaborative activity that needs the coopration of all workers in flexible

ways (Hooker, 2008) and the workers may not have this competence.

To compare and contrast the responses of interviewees for question three that
investigated the workers’ language competence, survey questionnaire was held for
customers for triangulation. To make the tirangulation and see the differences and
similarities of the responses; descriptive statistics was computed in five points likert scale
to see the levels of agreement of the respondents from strongly agree to strongly disagree.
The contents of the items were questions asked the clatiries of the language of the Bank
in terms of control mutuality, (item, 7-11), satisfaction, items (17-21) and communal
relationships (items 22-26) that the Bank made with its customers. Based on these items,
the participants reported similar results about the clarities of the contents of the language
used by the Bank. Accordingly, the result showed for components of control mutuality,
(item 7-11), (M = 3.27664 (N=272, SD=1.288306), for satisfaction, (items, 17-21),
M=3.32104 (N=285, SD= 1.27055), and for communal relationships, (items, 22-26), (M=
3.29128 (N=286, SD= 1.282408) of which the aggregate mean values of these themes

154



were nearer to 3.00. This means, the aggregate mean value for these components depicted
that the customers in Addis Ababa neither agree nor disagree with the clarity of the
language used in different channels of communications of CBE in its communication
practices. However, this did not necessarily mean that the customers did not understand
the Bank’s language at all or they were totally confused. It might imply the customers
understanding of the language to some extent and the fact that they did not easily
understand everything precisely so that they failed to decide to agree or disagree the
extents of the clarities of the language used in the communication practices of the
Bank. It might also be an indicative of the failure of the Bank to use two way
communications in its language use. If the communication of the Bank were from two
directions, it could be assumed that the customers might decide their agreement or
disagreement. This could be concluded from the responses of the interview sessions
about the channels of communicatin of the Bank in which E1, E4 and E5 assured
and BM1, BM2, CSM 5, CSM7 confirmed that the Bank disiminated all information
about its objectives centerally from the head office (see appendix G and H). This means,
most of the communication practices of the Bank was one-way communication. Thus,
this could substantiate the claim of the customers who failed to decide neither to agree
nor disagree with the clarity of the language used by the Bank and problems of language

competence of the workers.

To further elaborate about the competence of the workers, in the quantitative and
qualitative data, the customers were asked another interesting question to know how
frequently the workers used different channels of communication in their communication
practices to communicate with them and the entire public in a good language. Regarding
the answer for this question, the interviewees responded different contradictory and
supplementary ideas. According to M1 though he circulated his capitals in millions in
CBE, there was no time when CBE’s workers visited his organization and encouraged
him to take a loan and run his business. Due to this, he blamed that the workers did not
have good communication capacities to create good relations between their organization

(CBE) and business men like him.
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Contrary to this, M2 asserted that there was time when he was visited by the top
managers of the Bank but similar to M1 he assured the official had reservations in
encouraging him to take loan and work with the Bank to run his business or in explaining
to their customers why the Bank reserved in giving loan. Added to this, M3 said that the
workers regularly visited him once or twice in a week and encouraged him to save his
money at CBE in short and precise sentences. According to M3 when they communicated
with him, as such they did not make any differences in their selections of dictions and an
attempt of convincing him in their constructions of sentences from others but simply
stated in short sentences to save some amount of birr from his daily income. PS5 also
confirmed from his 25 years’ experiences as customers of CBE that though the workers
of the Bank did many things, they lack a well organized structures upon which each
workers of the Bank communicate one another effectively and made good
communications in their initiatives with customers of the Bank using different languages

(see appendix G and H).

For similar question, BM1 commented that the workers used different communication
strategies in their language use to communicate with the customers of the
Bank. BM1 argued that they used delicious speeches including well mannered and polite
approaches. As much as possible, the worker tried to do everything that they felt makes
their customers happy, but he also uncovered that all the workers did not have such
capacities and the Bank needed to improve this context in its career. Similar to BM1,
BM2 also witnessed reflecting that though communication was vital for business
organizations like Bank, some workers were not ethical and even unable to ask an excuse
for the mistakes that they committed to their customers. Added to this, even if there were
some outstanding and well mannered workers, this official also complained that some of
the workers of his branch could not use proper Amharic that went with the culture of the
people unless they replace it with English and there was time when the language uses of

the workers totally deviated from being an Ethiopian sense (see appendix I,J and L).

The responses of these customers about workers’ competnce of communication were
triangulated with workers’ questionnaire to identify how often the workers solved

language related problems in their modes of communication to further explain research
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question three. Accordingly, data were collected from workers in their questionnaire in
five scale pointes rated from rarely to always. Thus, the aggregate mean values for the
strategies of solving language related problems (items 1-3), (M=2.8 (N= 181, SD=1.36);
strategies of relating the Bank with its environment (items 7-10), (M=3.31 (N=169,
SD=1.29) and strategies of using different languages (item 21-25), (M=2.88 (N=182,
SD=1.33) showed slight differences and were almost nearer to three that indicated the
workers moderately perform these activities. Thus, this reflects that the workers lacked
competence to solve language related problems and communicate according to the local
contexts in using different languages in their daily communication activities (also see

appendix L).

On the other hand, the aggregate mean values for the strategies of attracting new
customers (items 4-6), (M= (3.64 (N= 169, SD=1.18); strategies of improving
communications of the Bank (items 11-16), (M=3.23 (N=179, SD 1.305) and strategies
of understanding and explaining principles (item 17-20), (M= 3.76 (N=184, SD 1.123)
where the aggrigrate mean values showed about 4.0. This means the the aggregate mean
values for attracting new customers, strategies of improving communications of the Bank
and understanding principle were almost nearer to 4 that indicated the workers usually
understood principles and attracted new customers in their modes of communication.
Though the workers usually perform these activities in their usual work, it is expected

that they should perform this in their daily activities.

To strengthen the argumentative responses of some interviwees about workers” modes of
communication and the objectivities of the results of the aggregate mean value of the
workers’ language competence in their strategies of communicating with their customers,
further triangulation was made from the qualitative data of observations and interview
sessions. In his observation, the researcher identified the fact that most of the workers of
the Bank tried to approach the customers politely and explained some rules and
regulations of the Bank when the customers opened new saving accounts, transferred
money and withdrew money sent to them from other branches. Added to this, he also
observed, when customers needed different windows like foreign exchange money

transfer and interest free service, most of the workers helped the customers in all possible
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way they could do (see appendix L). To verify the truthfulness of this idea, in the
interview session with the official of the Bank, the researcher also identified that the
workers did all their best in helping their customers following the rules and regulations of
the Bank to satisfy their customers need and attract new ones (e.g. interviewees BM1,
BM2, CSM1, E1, CSM7). These interviewees also further strengthen that the marketing
departments’ workers were working busy on attracting new customers in their
communication practices using good languages as much as they could do. To further
elaborate the responses of these official and experts, descriptive statistics was computed
for the responses of the customers’ questionnaire which was related to commitment
(items 12- 16). Accordingly, the aggregated mean value for these items showed (M=
3.6814 (N=272, SD=1.196) which was above 3.5 and nearer to 4. This means regarding
commitment of the workers, the respondents agree with the clarities of the language used
by CBE and understand the messages delivered by its communication practices on a five
points from strongly agree to strongly disagree. These contexts might concede with the
quantitative data that revealed the workers’ efforts in which they usually tried to
implement principle of the Bank and attracting new customers in their language uses 3.76
(N=183, SD=1.14). In addition to this, the general aggrigrate mean value of the
customers’ questionnaires for the entire items (item 1-30) also pointed out (M=3.5
(N=273, SD=1.213) which was 3.5 and might indicate the workers effert to use clear
language but did not go to the maximum level.

To triangulate the truthfulness of the above responses, the researcher made other
observations on the clarities of the oral languages used by the workers and how they
explained about the documents given to their customers in the service giving halls of
sampled branches of the Bank. The researcher observed two groups of workers. The first
group of the workers was the workers who tried to use different techniques in their oral
communication to clarify some jargon words by explaining their main ideas. For
example, he observed while the customer failed to understand the meaning of the phrase
“current account” and the worker explained this phrase to the customer in the language
the customer could understand in face to face communication. The second group of the
workers was some workers who were simply talking to the customers and did not realize

whether the customers understood them or not. This kind of worker’s failed to understand
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the fact that in talking there is always feedback to confirm whether the message is being
heard and understood (Turk & Kirkma, 1989) could come up with different

communication barriers.

Regarding the channels of communication made in written documents, the researcher also
observed while the workers were making some explanation about different forms, flyers
and brochures to give to the customers though some customers were disinterested to take
the flyers and the brochures. In all the cases, using replacement of Amharic words/phrase
by English was very common for most of the workers and there was time when this led
some customers to confusion and disinterested to talk with the worker (see appendix I, J
and L).

To understand the reason for the failure of the customers to become disinterested to take
the documents and understand oral languages of the workers, the researcher asked some
customers and officials for further explanation in his interview section in case why the
customers might be dinteresteed to take these documents. This was to complement his
observations. Accordingly, customers PS4 and M4 justified that the customers might be
disinterested because they could not easily understand the languages used by the workers
or when they assumed that they could not understand the languages used in the material.
This might arise from the preparations of the documents which is held at head office and
does not consider the local context (see appendix | and J).

In addition to this, experts of research team (E1, E2, and E3) argued that the researches
done by the Bank was not mainly focused on language use or concerned about the
language capacities of the workers but language ability was also inclusive when the Bank
hire the workers. As a result, the training which was given to the workers was a general
one that focuses on general contexs of how to serve the customers in a good approach.
Based on these responses, for the questions asked to identify if there was a content of the
training that mainly focus on channels of communication and their language use, the
experts explained that though some language related problems might be raised, as such
specific attentions that only focus on channels of communication and its language use
was not commonly given. In all the cases, though the responses of some official and the

results of the descriptive statistics seemed that it was contradicting each other, the
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workers did their best and the customers might agree with some questionnaire from this

perspective (see appendix G and H).

Finally, from all the responses of the qualitative and the quantitative data of the research
participants and observation of the researcher, two contexts could be analyzed about the
about the competence of the channels of communication of CBE. First of all, it could be
clearly understood that the Bank used one-way models of communication in which the
workers did not give much attention. According to the data, the Bank gave information
about its organization by top- bottom strategies in giving guidance and detail ideas of its
objectives for its workers using different modes of communication (e.g. intervirew
with E1, E2, and E3). Following this, the Bank also used different channels of
communication to communicate with its customers but the face to face communication
was made to achieve the goals of the Bank by dominating the customers. From this, we
could conclude that in the communication system of the Bank, much chance was not
given to workers and customers to bargain and negotiate their ideas, attitudes and
behaviors in the current language in use of the Bank. This means, it seems that the
languages used and the communication system mostly focus on serving the interest of the
Bank from one-way communication system. Athough there were two way modes of
communication in some instances, it was dominated by the workers, experts and official
of the Bank. For example, most of the channels of communication of the Bank were done
through print and electronic Medias which were one way. Though they were two
channels of communication which were done with some customers by the official and
workers in press conferences and face to face communications, they were also dominated
by one part mainly focusing on the interest of the Bank. However, Grunig, L. A., et. al.
(2002) reported that these days’ the most effective ways of communication is two way
communications in which the practitioners serve the interests of the organizations and the

public.

160



4.3.1. Persuasiveness and Cohesiveness of the Languages Competence of the
Workers in Delivering Messages in Channels of Communication Used by the
Bank

After the identification of the challenges encountered CBE in its channels of
communication in response to research question three in triangulating with the extents of
customers understanding the languages used and frequencies of workers tackling
language related problems that may go with workers’ language competence, further
information about persuasiveness and cohesiveness of the language used in some
channels communication of the Bank was investigated. This was done by asking more
questions and taking samples of data from the languages used on TV program to analyse

them in terms of their clarities, persuasiveness and cohesiveness.

When the respondents were asked about the kind of challenges encountered CBE in its
channels of communication concerning the clarities, persuasiveness and cohesiveness of
the language used to attract new customers, CSM2who was one of the official
respondents expressed, the Bank tried to mobilize and agitate the public in the language
they could understand through marketing department. For example, CSM2 identified and
stated that he went outreach service with his colleagues and performed this activity, he
tried to do his best in all possible ways he could do. The following was the Amharic
verbatim version of CSM2’s Amharic speech which was transcribed from interview and

translated to English for sampling.

CSM2:" a3 A 3.84" A%0 L3015 ACCT? w8 N30TF3 Aol 134.A7
AU A1TAPR 280 F wl20004071 %5 wLI® wf ¢ AT,
APTI73 AT PAD:: BUPF ADCLT AL Vs aw, llll-? LNAM0A
1AN% 07750 m, PLIL o0l T AP1TmPI*? “Z389°% ALl AUV PATU?
DA T (1744 P7A° VA A19° sa? “F(° Ps sm? “Poad M. 22841 ra?
GPATG AP P wAN 177 NMAT PCHRG h A ATHhE1I7? A7
WRLLL AIBI N} :: hPISP awAN 17} 77 dafoar ? 17705 w.L
DLrAm, Om, A 74507%:

Its equivalent literal English translation was the following.
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CSM2: When we want to attract new customers, we try to contact the public at
the places where they gathered together for different purposes or visit them at
their work places. In doing so, we greet them using the language that we feel can
attract the people saying “Good morning or afternoon,” depending on the time.
Following this, we ask them questions like “How is every think? Is it ok? What is
your daily income?” In these questions, if we get positive responses, we continue
to ask another question “Do you want to open new account into our branch?”
and start negotiation. But if we don’t get positive response, we pass by to the next
person. (Interview)

Now that consider the approaches of CSM2 and his collogues, visting the public at their
work place or where they gathered together is a good approach to attract a new customer.
However, the phrases that they used after greeting could create either negative or positive
responses. Regarding the negative response, it might be emerged from the ways of their
language use. If we consider the sentences they used, they had many implications in
terms of communication. In the first place, the way the questions, “good morning or good
after noon” which were followed by another questions such as “How is everything? Is it
ok? What is your daily income,” were asked could make the customers to respond
negatively or posetively from Wodak, (2001) DHA analytical point of view, the purpose
of the field work was to give orientation and create awareness about CBE to the public to
attract new customers and encourage the public to save and circulate their money in the

modern way at the Bank.

Regarding this, the first session of the above spoken discourse texts “good morning or
good after noon” which were followed by other questions such as “How is everything? Is
it ok,” could be accepted as it was a social norm for the society to greet someone we met
for the first time to be acquainted with him/her. This means when CSM2 and his
colleagues greet anyone saying “good morning or good after noon”, it is normal that they
can get similar responses from the counter parts as it fits to the immediate language use in
the society. This implies that their giving greeting is fit to the social context of the
society. Following this, the next sentences “How is everything?” and “Is it ok,” may also
coincide again with the social norm of the society to normalize the greeting and create
more relationship between CSM2 and his colleagues and the public. However, the
sentence “What is your daily income,” could create negative response implying that the

social relation between the speaker and listener was weak. This means, the positive
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response might come from the people whom CSM2 and his colleagues knew before due
to different reasons or some innocent people who might feel positive attitude toward their
questions. But, this question “What is your daily income,” might create discrimination

and inconveniences for some people to tell to the bankers about their personal detail.

The other official research participant CSM7 extended similar context on how his group

used persuasive languages. CSM7 explained:

ANt h WAl @720 1T AFPL.CF (119,79 A5 QAWOET 1070773
AN PEmQ  hatl BAMC A2ChGst  APPOPVTPAG:: LU I
NA77047 N3097F7% NP AwLédAd: HhewITwm A?L77457Tw,
ADs 9 PAD: :hlvg® A1 Eml  Hewl7? AP AILDTA
AP0 A PAT:: MLUI” A 1030F7 13111017 A7 3LAVLN AU 27067 T
AP0 A5 PAR::MTA oom? (VA £1C hllF A“Ddon}
PATA3? VA ATRCING: P59 A2572.8 (107%h 1211 Aovbml]
POULEAT NPT CIPIOGA:: AFLIHU L1 0PTF LVI° A5 PLT73
PEma 118, AN7? APN P5% 210 P PANA-:: 45 (lowe) T 1.6 12
P90 NPs ASTAGTPAG: :

Its equivalent literal English translation was the following

CSMT7: “We go to the place where we could get many people and agitated them
calmly to open new accounts at our branch. To do so, we use phrases like “If you
save your money, it helps you for your later life.”” “Saving can save life” and try
to lob new customers. We also tell them that they have many alternatives upon
which they circulate their money at CBE like ATM, mobile banking and the
availability of CBE branches in different areas to circulate their money most
efficiently. As much as possible, we try to tell them everything that we feel
convince to the public to become our customers, but we also encounter some
people who complain saving their money in CBE and choose to save it by their
method. These kinds of people usually say, “We shall save our money by our
technique; we do have our cultural ways of saving.” And finally he said, when
they fail to convince these people, they bypass and search for another
customer. (Interview)

From responses of CSM7,it could be inferred that the challenges he and his
groups encountered from some people who did not want to save their money at
CBE needed to know how to use the language and gave interpretations according to the

socio- cultural practice of the people. The groups of people who did not want to save
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their money at a bank might know how to save it in kind in traditional ways of saving
money. Thus, to convince these kinds of people in their spoken discourse practices, the
language should be used and practiced according to the socio cultural practices of the
people based on their view on which language was practiced and interpreted (Fairclough,
1995). This means CSM7 and his groups needed to know what the people said in their
traditional ways of saving money and how this could be modernized in clear and
persuasive language. If the workers cannot understand the cultural norms of their
customer, it should be noted that it creates challenges in their communication practices.

On the other hand, to harmonize the questions on how the officials and workers of the
Bank use persuasive language, customer respondents asked to reflect the nature of the
language used by officials and workers. Many of the respondents agreed that in the
process of communication, officials and workers of the Bank use normal and everyday
language according to the norm of their organization (e.g. PS4, M2, and M3). The
customers also indicated that the officials and workers did not use enthusiastic and
encouraging words or sentences that enforce them why they should save and circulate
their money at CBE as the best alternative other than the other financial institutions.
Moreover, they emphasized that they did not make effective face to face communication
with them by taking more time to create good awareness on how they work in the best
way with CBE other than simply telling them the rules and regulations of the Bank.
Indeed, they particularly pointed out that they used language that was used by everybody.
Thus, most of the customers’ respondents characterized the existing language use of the
Bank was either everyday language or technological language that did not encourage
them on how to manage one’s money in the Bank and open their mind to think on how to

make money for their future life (see appendix I and J).

PS4 who was a public serevant commented that the workers rarely communicated with
him and encouraged him how to save his money at the Bank and insisted him to circulate
his money. M4 who was a merchant also shared similar ideas. He believed that the
communication channels of the Bank did not use a clear and persuasive language that
encouraged him to make a close contact with the Bank and served properly. He also

criticized that there was no time on which the Bank encouraged him to take credit and run
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his business in a better way. PS3, another public serevant also emphasized how CBE
used languages and revealed his experiences. The respondent stressed how the workers
spoke and how the Bank used language in its spoken and written forms. In this case, he
said, the Bank used similar languages in all the branches that did not address the public
according to their background knowledge. Moreover, other respondents PS4 also
responded that the persuasiveness of the language used by the Bank was similar every

where and expressed his ideas as follows.

PS4: NP L3L Phw,? A1l Aw)C 02F wf A2 PIAoo 9]
AL PUIPELT DI taw::Ak (MDA PATPAP 390 O3
WA FF A1 Emid PLA A&A 777751 N70.6L 7 Pl oo} PPL3P
2L P72 PUA AAl P72705a, AR A1I°39°: : P2l mov--]- “779° [,
PoImPooa,? A P17 s, :: (AVE 26 V3 PI2 551 ovmong.}
WL ANILUTG AdCH:: FTDomF  ADSPUA vl TUCTF
NCTA@,: : 5785w, U CEPl Ciinoo (F ra Pwia,:: LU £79°
AOAT s, ::095@, B79° A“ICT AT 0A“ImPI° AT P2L5-1
ALDOANFI?: : L 35F8I° AT a, (b NAICT A5 20w 9° P72,
AL TDOAI: :

Its equivalent literal English translation read as follows:

PS4: Persuasive languages are languages that touch the heart of people and
attract them toward certain goals. In my part, | feel the language used by the
workers of the Bank in face to face communication doesn’t make any difference to
motivate the people to save their money. They usually use common languages
used by everyone and their approaches are normal. Currently, the Bank has
extended its channels of communication on TV program. | usually follow the
program and identify two problems. The first one is, it usually talks about save
and win a prize and this is monotonous for me. The other problem is, it uses only
Amharic and this may not help the Bank to reach non Amharic speaking regions.
Even the Amharic language used on the program is not persuasive and doesn’t
consider the culture of the people. (Interview).

Similar to PS4, M4 also expressed his ideas in this way.
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Ph. P20 392 030 PolmPova, L3P POP N LIP ALwANTI?: : Al
D)L T, 7 1L PAA (a7 MC ZPPms C-77 Polws. Cav)ATA : :
YC V% A i BIVFPFD APAmPoo Zasl-5m? 51C “79°1 LA
HIC: 2207 9% A0 PPL@, Aa, 515 5.9.8 NIAVS 5,28, A-oolna, (), 75
ALPPAGI: : A PPPar, A5w, FP25amPas Aasl P70
LaONTA: AP0 P ALT FLTR NAILY 756 PAA i, 121 APBm
‘s, M7 APPAC HIC:: BUF h77.C47 Q30 A2an o 5w, ? 5.9, Ark .2
N790P oo I°40, AV r P77 T4 % oo oomPdI° LFA I : :

It equivalent literal English translation read as follows:

M4: I don’t believe that the languages used by CBE are motivating. | usually see
on their announcements while they are dramatizing s countingomebody’s birr.
But in using selective languages, I don’t observe while they are announcing what
should be done with this birr. As the announcer is not a merchant or somebody
from the community, their announcements seem pseudo drama. The announcer is
somebody whom we know performing a drama. | and some of my friends are
joking when he dramatizes feeling that he is accounting somebody’s birr. Instead
of doing so, the Bank can announce this by choosing a true man who saved his
money at CBE, circulated it properly and has been making progress so that others
can be motivated to save their birr, circulate it properly and become good
customer of the bank. (Interview).

In consistence with the above ideas, PS3; another public servant, also expressed ways of
using languages had its art. He mainly focused on speaking or writing and stated that a lot
was expected from CBE. According to the views of the respondent, CBE was the first
Bank and a big financial organization in this country. As a result, the society expected a
lot from it. It should use language which is easily understood by the entire community
and attracts all the community members by encouraging them to know how to monitor
their money in a modern way. But, he didn’t think that the Bank used this kind of
initiation when he saw from its different communication channels. Added to this, he
indicated that even in some communication channels that he knew where the Bank used
other languages like Oromo and Tigirigna, the languages used were poor. Thus, the
respondent emphased the language used by the Bank did not have many varieties. The
respondent focused mostly CBE insisted on to save money but did not have many words

for how and why the public should do this. As such, selective words or phrases or
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sentences that went with the culture of the people, impressed them and caught their mind

to become the customer of the Bank were not used much.

To suport the above idea, the researcher had also tried to identify the actual use of the
language of the officers and workers during their actual works time at the hall of the
Bank. From the researcher observations, it was understood that the workers did not
intentionally use the language that attracted the customers. The workers or official of the
Bank mainly focused on serving immediate interest of the customers. This might be from
the fact that they were over loaded during their career. Thus, as it was discussed in the
interview session, during their actual work time, the focus of the workers and officials
were only giving service in a limited time and thus the persuasive languages they used

were also limited. To see this situation from observable facts the researcher made another
investigations into languages used in the Bank’s TV program to see the language

competence of the worker.
4.3.2. Samples of Data from the Languages Used on TV Program

The other focuse area of the data source of the researcher was the analyses of the contents
of the language used on TV program of CBE. The main purpose of the analyses of the
contents of the languages used on this program was to see how the workers use clearly,
cohesively and persuasively to disseminate all information about the Bank to encourage
old customers and attracted new ones. To do so, samples of the content of the languages
used by different customers and officials on CBE TV program on Ethiopian Broadcast
Corporation (EBC) were also analysed as additional source of information that
supplemented the interviews, document analyses and the questionarries. To take the data,
the language which was used by customers and officials were recorded by audio video
from samples of this TV program. As these customers and official used only Amharic
language, the focus was only given to the Amharic language that these customers used on
the TV program by using their literal transcription in English. To take the data from
sampled officials, they were coded as O1, O2 etc and the customers as C1, C2 etc. As the
participants were recoreded from the TV program and they did not talked about their

detailed biography, the focuse was only given on the language that they used. However,
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the researcher assumed that these officials and customers were those officials who had
good experiences and the customers were also those customers who had good attachiment
with the Bank.

Almost in all the programs, the researcher analysed CBE’s TV program which was held
weekly for four weeks on EBC mainly on July 30/2017, August 20/ 2017, August 27/
2017 and Sptember 3/2017. In this analysis, the transcriptions of the most important
programs upon which the Bank made promotion using model saver and introduces its
electronic payments were considered. The transcriptions of the Amharic language used
was taken as they were used by the customers or officers from their spoken Amharic
language and transcribed to English language. Thus, as the original transcriptions of the
Ambharic language was from the authentic language spoken which was used by the
participants, a lot of grammatical inconsistences and fragmented sentences were seen on
the language used. In the same way, as transcription of the English language used was
also from the transcription of original Amharic language used by the customer and
officer, it should be noted that its structures were not as the structures of the formal
written English. In all the cases, the authentic languages used were considered and
analysed in terms of their use to achieve the objectives of this study.

Samples of Contents of Language Used on TV program on July 30/2017

From the contents of the language used on TV program on July 30/2017, experiences
shared by a successful customer due to saving were analyesd. In his sharing of his
experiences, C1 narrated the story of his life by indicating how his life was changed due
to hard work and saving. To show the tangeability of the situation, the recorded data of
his speech on TV screen was documented and literal translated from Ambharic to
English.

The following was his Amharic verbatim which was literally translated to English. This
was divede into two parts and the story was explained below. He stated how he was

hired at Maji and became a teacher as follows.
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C1:'fh983 hA40 AN RL0CO A Aot 28 AV TVI° 50C: : 55 (NP
IoNDICT ZAk LA hAA 16 17d- APmc 111 AFAL ALlh:: 9°%
NP} AIRIEAD Omeds Ai PA77chl- ovd®Ul sl ALLAI”
ATALE QP 501 VD7 “I0177C (119° 2 4.0 7 5005 avI°UC 5T NA £
% I NVI°C-NV AN QPN AN1-9°¢-a0- AAN: Akz 07 dwh) ‘98
RENOF:: MA@ (PFAF QAGH 159 “FZ Po10A (19 ALLANI" F£I° P71MA
N9 s, PLCHA:: hilP ULAhA PAT 1S 1P hae 721 PP} s,
0429C s, P20hLaw,: : ANI° F39°C s, PP} : : AATONT Nwonl f
43U AN 00T 0971 LLEA:: “INA7IC PRoChi (179° s,
PeIh Pt NNI° ray, (FRE PP201:: (17770 w8 Uil AN jm,
OPL: PTI° 9% BPU: AFPUT: U197 8L H1:: hhh PAoodfT
LPADAANTA AT G- AA7ICH::

The following is its Engish literal translation)

C1: I graduated from Addis Ababa University in 1991 but I didn’t get a job.
Becuase of this, hihihi, | applied to Southern Nation and nationalities Regional
state to be hired. When they asked me what | want to be, though | graduated from
applied biology, | said | want to be a teacher as | had interest in teaching.
Following this, they asked me what subject I could teach and | said biology. Then
| draw lots for my assignment and | was assingned to Maji. When | flew by
airplane, the place was not Maje but another one which was called Tome where
there was a high school and about 20 kilometers away from Maji. This became
miracle for me and it could take about six hours on foot for a person who wanted
to trivle there for the first time from Maji. When | arived there, | was shocked and
designed to go back home the next day but | stayed there for sometime. After this,
| loved the area and worked hard to teach there intensively with full moral for five
years.

After he explained all the challenges, he faced at his work place and lived there, he
explained how he returned to Addis and then to Maji and started his investiment as

follows. Its Amharic transcription is below.
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CL:’ MLP 2550 AN 1Al APC S APmCh 77 179° s, FN3E&E
PUH1F PASN AN 7(2F 1797 sa, D PA- 200 : 1.F A4%0 Al (looP7
P17 ? 7IC 1470 A1 AATAI?: : W78 cow-apf=5 2450 Al
Pt B : D3 v U7 5UETF AN s, w8 “IE PI il : :
APRT PAU-S MOAETF ANP Aa, LI A 28 A7 171071 U045 AP
VIC O0-C1 PAI°S NAar (P57 s, PPYLw, A5 2.8 0G4 (HhAa s
NP Wl 7978 ovavl; mne A1AU NE Addlik:: 179° a,ar 777
WC:: ool P Yool w473 (449 (LU NG 00 P17, : £ A7
w(f awA@P A ILYTA AdPCF: o PU-S QA 1797 21U 51z 5,26, 577z
oogPYlge T W 90 A20%: NloaC oLHY VIC (“2H7F 47
ao)}:: 1992 YI° s, ANY VI Py, : avdd” 17 ran, i (1A 7.6
weA3 PEIvT 1T M A héA7?: “DIs Loo((: onfPovdf
AAPHER 392 0% Padosphel 700.00 (A1 oof) AC G
NP Pll:: 28 AP A0FF (L ooa) 3597 134 D751 N289°C  I° D1
47 w8 “INGGA A5V%:: P WA ACHC 372C Q%0 POI s0)d T
Pt M3:: WLP QoPt: TAP Py 7309 BowC}: )A3 50 &DTF7
ra), PI°2t0c-a),: ¢’

The equivalent English literal translation of the above verbatim reads as follows.

C1: Then | went back to Addis and hired at Air Tena Secondary School but
challenged due to the expenses of life in Addis. Because of this, | was confused
with the advantage of being in Addis. | was regretted for my being left Maji and
came back to Addis. I thought to go back to Maji. Then I thought two things that |
could do when I went back to Maji. The first thing was that as | had known my
wife there before, | decided to marry here. The second thing was as onion was
transported from Addis to Majin by air plane, | thought if I planted onion, I could
enter into the line of business. | returned to Maji | got my wife. We worked hard
and got thirty thousand Ethiopian birr for the first time. It was very effective. This
taught me that hard work could change a life of a person. My wife was a teacher
and marchant. She was very active. Followng this, we married each other. After
this, we transferred to Mizan Tepe. This was on September 27/2000. After a
month on October 27/ 2000, we opened a small local restaurant. We worked hard
and our business was expanded. Then we started saving. The first money that |
had saved at CBE was 700.00 (seven hundred) birr. As our business started to
succeed, we made a lot of money and changed our small restaurant to the known
big hotel of the town at that time. We manage every thing by ourself.

From the story C1told us, we could easily understand how he hired at Maji, faced
challenges and worked there for five years, returned to Addis, worked in Addis for some
years and finally returned to Maji for the second time, got his wife and started palnting

onion at Bench Maji zone. Following this, he told us how he married his wife; they
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worked hard together, transferred to Mizan Tepe and started small business of local
restaurant which was developed to big hotel. He vividely explained that the secret behind
his success was his hard work and his vision to become a business man. He told us how
the attachiments that he had with CBE started from his becoming the customer of the
Bank. But, from his speeches, we didn’t see any effort of CBE that it did to attract him to

make its customer.

If we see the languages used in this context from critical discourses analyses, the
language used in this story could reflect the real life situation in Ethiopian contex and
could give true evidences for the other person who wanted to share the same experiences
and promote themselves through hard work and saving. As the language used reflected
social reality, it could give true meaning for those who watched the TV program and such
kind of context could be observed in socio cultural practices of the study population
(Fairclough, 1995; Fairclough, 2003). Thus, from the perspective of the speech of C1, the
content of the Amharic language used could fit to the Ethiopian context and might not be
difficult to be understood by Amharic speaker audiences except very few words (bolded

one) which he used English words in place of Amharic.

When the relationship between the customer and CBE on TV program was considered in
terms of communication strategy from information which were disseminated, the
customers revealed that it was not the Bank that was communicated with him and his
wife and encouraged them how to save and circulate their money but it was the customers
themselves who were communicating with the Bank to save their money and work with
it. Thus, on this program, what was emphasized was not how the Bank communicated
with the customers but how the customers communicated with the Bank that could
become a model for all other areas of Addis Ababa. This may contrast with the idea of
the primary role of communication that should promote through media the activities of
the organization from diverse sources to present different sides of the story (Biniyam
2006; Watson & Noble, 2007). This means, the program should tell us how the Bank
encouraged the customers and changed their life rather than telling us how the customers

created positive relationship with the Bank by their effort.
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Contents of Language On TV Program Aired on August 20/ 2017

From the contents of language used on TV program aired on August 20/ 2017, the
languages used in advertisement of save and win program of the Bank, comments
collected on the service of the Bank and experiences shared by customers who
succeesseded in saving their business was analysed in relation to the clarity of the

contents of the language used to addrees the communication practices of the Bank.

Advertisement of Save and Win Program

The program of save and win on EBC TV program is a special program in which the
Bank advertises to its customers to save the money sent to CBE. The purpose is to gain
foreign currencies for the activities of the Bank in which the Bank gives some rewards in
a lottery system. Thus, this kind of program needs to use languages that can motivte

people to do something.

To make the content analyses of the languge used on the TV program more explicit, let
us consider the Amharic transcription of the statements of the official of the director of
foreign money exchange from speeches of the official on the advertisement on save and

win the prize program on August 20, 2017 as follows.

Ol:"“D35m. 9" L3N5 haw, 4 AIC Plahat7? 7720141 1130 POPFT
ACCT AmPI° PAANAT7F 1201 (ATA D01 ao)sty PCIRE2TFF
2CN Awne N000 7 1. hbmll wed® dooi; 11000 A 11.6
23107 h$mll A0.CA- At LPTA 701 s, :: NAHY “775@,9°
har, > PAAAT7 72114 hodhak 15/ 2009 Anh PP 15/ 2010 PN
AN wLI° iU POCA A P7] A3 50°% PEAPCAA::’

Its equivalent in English litera Itranslation can be

O1: “If anyone of our customer saves more than 1000 birr from money sent to
him/her from foreign through our SIMFT address or saves more than 1000 birr
when he exchanges the money in one of our branch, he/she can win a prize.
... 'Thus, anyone who takes money sent to him/her from foreign in one of our
branch or exchange money from August 23/2017- October 25/2017 shall save and
take the prize.”
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Regarding the structural content of the above sentences, the clarities of the language used
is not persuading to attract the customers toward saving their money to win the prize. The
first sentence began without any background followed by the second sentence in stating
general ideas which could not be explicitly understood by all audiences. The first
sentence that calls the people “If anyone of our customer saves more than 1000 birr from
money sent to him/her from foreign through our SIMFT address in one of our branch,
he/she can win a prize. ....” is giving a chance for the money taker that he/she can save if
he/she likes and leaves if he/she does not like but forces how much money the customer
should save. This means the sentence does not have a clear cut point that encourages
what the listener should do or not to do. According to Fairclough, (1995) critical
discourse analyses, these texts have heterogeneous characteristics. In other words such
kind of sentences which have heterogeneous characteristics could be vague for the
listeners. The second sentence that says “’Thus, anyone who takes the money from one of
our branch from August 23/2017- October 25/2017 shall save the money and take the
prize...” has hegemonic power that insisted the receiver to save the money at CBE. In
this case, it enforces the customers to do so and this may create a question at the back of
the customers. This hegemonic power can be seen in terms of the position of the speaker
of the sentence in CBE. From CDA perspective, this sentence delimits the interest of the
customer and pressurizes the customers to save the money in the hidden power of the
speaker (Fairclough, 1995).

As mass media discourse is one sided discourse, it is very interesting to understand that
the nature of power relation enacted in it is not clear and involves hidden relation of
power (Fairclough, 1989). In this case, the customers were not encouraged how they
could save the money, why they saved it, and the advantage of their saving. In addition to
this, the phrase “...win the prize” is very general that does not express the winning is a
lottery system. Added to this, all the sentences have gender bias. They only emphasize
masculine. However, research pointed out that “In a context where the consumers are
multiracial and multilingual, the advertisers may need to be extra cautious about the
language to be used in advertising (Rahman, & Abdel Fattah, 2014, p.67). Added to this,
all the contents of the sentences were encouraging the customers only to save the money

but did not include and had consistences with the contents of the flyer that advertise the
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same issue (see the contents of the language used on the flyer to advertise for foreign

currencies exchange).

The other issues raised on the program were the issues related to the advantages of
saving. In this case, the program presented the experiences of another customer (C2) to
share his experiences on how he became businessman. On the TV program, it was stated

that it was 25 years a go that this customer started saving at CBE.

The recorded data of C2’s statements from the TV screen was documented and literal
translated from Ambharic to English.The following was the Amharic transcription of the

contents of verbatim of C2.

C2: *MM.P7? 71 (R00.00 (Mm% oof) AC (HMT PhAT  hAlT
Loo(Chd:: PAD7F @A-T VIntI® 2°PLmA7 APT17F w8 HoosP hAlil
DU M3 : Wil P TCBRAI® 2 P04 ooz Ap-7 (195 V57 1L A 2750 %: -
e AT AABIII?:: 7% A?7 PR4S P +vd Poo(}:: (L4
AN A3 AU Pa, “P79.° 4 AH, :: QALAI® mFac- Ow- 5047 :
PAAS PART Prvde aad tw- Hd 33 17117 VP4A 7310473
flov g 46 PAsw-:: PH.P Prod w1 ja, Aldw- NIV POLPF:: TP
Qoo (106 A APHP 39C 00 I9C PECHT 225 A4 AZTE
APBPAT sw-:: D751 270 2297 UPh LAOMVE (looBmQFF sm- AHY
P.Piw-: 2’

Its equivalent English literally transilated of the verbatim was the following one.

C2: during that time, | started dairy with one local cow which | bought with
900.00 Ethiopian birr (nine hundred birr). We did not use the milk of the cow but
sold it, saved the money and promoted to modern dairy. Following this, the
project has been expanded; now we are on good progress. We haven'’t stopped
here; we rented a room and opened café house side by side around the jail. My
wife is also cleaver. It is the effert of my wife and my children that helped us to
build a building and hotel to continue our work. It’s our cumulative work that
makes us to succeed to this level. I have lived for more than 20 years with CBE
and | and all my family save in this Bank. It is due to our saving that we succeed
to this level.

Regarding his experiences on how he became an investor starting from dairy farm of one

cow to the level of building big hotel, C2 repeatedly shared us his experiences based on
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working hard and saving. He showed how he could manage to become a customer of
CBE and changed his small urban dairy at Jima town to big investments like building big
hotels. From the context of the language used, it could be easily understood and shared
good experiences from the context of the country and as such much language difficulty
was not observed (Fairclough, 1995). In all the above sentences, the customers used first
person plural pronoun we and us repeatdly to reveal that the effort of his success also
included all his family and it could disiminate the message that tells the audience the
advantage of collaborative work, saving and hard work.

On a similar program, it was also disimminated about another customer C3 who was a
jobless youth who created work for himself from a simple business of making coffee and
tea on road side and saved 100 birr daily in CBE at Mizan Aman town. This was his

Ambharic verbatim which was litraly transilated to English.

Ambharic version of his speech:

C3: 479 SICH: (M1I°UCT 9097 10+ 3 A°PC 50CH-: : AaonC# “IHF 47
0 VA1 Goo- ho°sI°% ol ol NIAAooTF (127 A 78I°3I°
BANPL wIE L.PC AwQ): PI° PG AT GTFNERTF 0111770011
DEHYT ¢ s PIU:: AHVT 9 (135 1€ T (15 s PI°XE-U)-
(NS @w. 7 A.PHP) :: (ECooN (APP4ENT ONE AwaNy-:: o846 (174,
NPCA sa, Poodfay,: AlLPF0 At Gool AmPoo Ay AR ANAAY: 77
PeG IFE Yod &PCATAT MR ANQay-:: Ak (IPPr oo f A sm-
PrgBrlla, i 9.9 s, : AR OFA “I0T sw-:

Its equevalent English literal translation

C3: 1 was a student. | graduated by law in 10 + 3. As | graduated | worked in
Mizan Tepi town tele for two years but as the work was not convienent for me, |
had saved from my salary and trained driving and took the licence. Again as |
was not satisfaid by this work, | came to the work of making coffee and tea on this
veranda (by appointing and showing the place on the TV screen) and disributed
to locl hotels by thermos flask. “Muday” Bank (local saving system for saving
income from small busines) has been introduced lately but I fetl that it created an
opportunity for me and at least | had used it by saving minimium 100 birri daily
for a year.
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Similar to C2, the Amharic language used by C3’s didn’t create much problem to the
listener. Though C3 used two English words (the bolded one) where he could use their
Ambharic equivalent form and was supported by audio video that could make his speech
clear, communication barriers might be created due to the two words. Thus, it was
possible to say that C3’s experience could give good experiences for many customers to
save their money and change their life but the two bolded English words may create.
communication barriers for many English illiterate customers. Howevr, in the same way
as C1, the role the Bank played in motivating and encouraging C2, and C3 how to save

and promote their business was not observed from the language used by the customers.

Other Comments Collected from Customers in Addis Ababa On the Service of the
Bank

The other points which were dispatched on the same program (on August 20/ 2017)
though the TV program was introducing the advantages of saving and using electronic
technologies such as pose machine, ATM and mobile banking. The content of the
language used on this program was contrasting each other. Most of the contents of the
language used might discourage the new customers or other old customers not to use the
products. The following were the verbatim of the customers comment on the TV
program. The Amharic version of the comments was literally translated into English to
keep the consistence of the language used.

Let consider the contradictory ideas given by four customers such as C4, C5,
C6 and C7 as follows.

Positive Comments Given Electronic Technologies on the TV Program Amharic

Verstion

C4 gave positively his comments in simple and precise Ambharic transcription as

followas.
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C4: “enpm-Al hEooCh LH PI°C ANWTI° ONa % e 798 q7h Yo-
Pl emllm-:: A7HSPOAA7: ACPLm-A(N7 OH.° Ao P17 RTP?MI0N7:: AG
A7PAP NI APTYE TTHAY® M0V 10 CI° TP av-: [«

Its simple equivalent English literal translation can be as follow.
C4: “Since | have started saving; still now | used CBE. We have saved; we withdrew
from it and use it. And we use CBE to diposite and circulate our money.”

From his language use in the above sentences, C4 changed his expression from | to we
and repeatedly stress saying “we” to include other persons from his family. This means, it
was not only C4 but his families also used CBE to diposite and circulate their money in
CBE that could express good image of the Bank, but didn’t indicate any thing why he
chose CBE.
Similar to C4, C5 expressed her positive attitude in Amharic as:

C5 “PA.APAN 77€ 027 avmdd® PEomCh1 (0l Govd PTTAT AT
PEanChl h720CN 197¢ ANHICHT P, hANT7? (. AN“21A09: Az
L h?” 2075 NYA ANV A Aw, £79° 11°1.CA Q7027 kv £79° 75 L1

LLBPIA : :

“The equivalent literal English translation of these sentencs could be:

C5: “It has been three years since | have started to be served in CBE. | have
started to be served in this Bank because | have been student of commercial
school and our money is also transferred through this Bank. | have, ATM card, |
use book and also withdraw money using it. The other one is mobile banking, I
use it and it saves time.

The language use of C5 seemed that she forced to use CBE. She indicated this by using
the clause ... I have been student of commercial school and our money is also transferred
through this Bank. This means, as she was a student of commercial school which was one
of the government school, she and her friends were forced to use CBE to circulate their

13

money. This could be understood from the phrase “...our money is also transferred

through this Bank.” However, she also expressed the fact that the use of electronic
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payments gave her comfort and created positive image in her mind for the service that
she got from CBE. This could be understood from the statements that she stressed about

mobile banking.

The other customer who commented positively about CBE was C6. He also expressed the
positive image that he had for CBE in this manner. Its Amharic transcription was:

C6 “AATNT WL 1P Govl La,IA 37.C Q307 aomdI® heaoo(h-5:: U3
¢ AP0 hbsdd® PI°CC VN7 AnP7900-:: bdbooId® 75 sa,::
A3 Amnt700: : WO Poomoo-9° 370 50 Ak9° BIE san,: :

Its literal English translation was: C6” It has been almost about twenty years since | have
started to be served at CBE. | use all electronic payments starting from ATM. I use all.

The ATM is very good. | also use it. | also use pose machine. It is also very good.

According to the expressins of C6 all, the services he got from CBE was good for him.
This can be understood from his accumulative service years that he stayed as customers
with CBE and his language expressions that expressed his satisfaction by the use of all

the electronic payments.

C7 was the other customers who commented positively about all the services given by
CBE.

The following was her Amharic verbatim

C7: “P32C Q%0 L3015 W% A2.C Ao Yoo 1277 PFTA ::
e QhF 93¢ AwBLC A59° woAFFF39° P sa, Loomil
Pe7 3PN, : : L1597 1P AP I°h1 PAU-T T°ALA Q3h%D ', : :
La, POV (19 V% AC “I0190 5 AC D71A 397 P20 U279 ANS
PNEA Q207 7+MPM, 7%:: PI"1LA Q3hz 7 NoomPae LO1T 7% :: “

Its English litral translation was

C7: Since | have become customer of CBE, it is about ten years; As compared to
other Bank we and our workers prefer to collect our salary from CBE. | use
mobile banking very happily. As mobile banking helped me to transfer my birr
from where | am and it helped me to check my credited money, | am happy in
using mobile banking.
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From the content of the language used by C7, it was possible to understand that the
customer was very happy in becoming a customer of CBE and using mobile banking.

After these customers commented about these products in this manner posetively, they
responded contradictory ideas in their second round comments on the same program after

a while as follows.

Negative Comments Given Electronic Technologies on the TV Program

C4: His Amharic verbitam: “Ps72CHh aoBl-d P AUF (A?87.0 PCI6° T
LA PN: (MP I°h3PT AUF Qd-ang. 7i1A T80 CLLAA : : 23576 17+
NI°AA, 7 PR 27 238000 LT (1M1 A : PoLAFF £729° 7950 A : : “

Its English verbitam equivalent translation:

C4: “There is a problem of network interruption in some branches. Due to this, the
services given to the customers have been ceased.” Some places for example, as | said, in

Guwatsiyon branch, there are a lot of customers but the workers are few.”

C4 said here what negated his previous statements. In his previous statements, he talked
about the perfection of the sevices given by CBE but here he complained that the Bank

had problems due to network interruption and lack of human power.

Similar to C4, C5 complained about problems related with ATM. This was her
Ambharic verbatim C5: “&ZAI° A0DNT 1,6 A1A70°ITw, PAt btk T FA°
ALAINGI": AT hAG LAP MELA 11107 £CI° (1,971 s, £ P ow@) 532 :
AT MTHhI” 16 Lo s P10

C5’s words litral English translation was
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C5: There is a problem on ATM service. The expired ATM is not timely reported and
replaced for the customer. Rather, the ATM is immediately replaced if the form is filled

as if it is lost. Thus, it is good if the Bank works on ATM.

In the statements of C5’s,we get completely negative ideathat opposes her first
comment. Similar to C4, C5 though she felt that the electronic products facilitated and
saved her time in her money transaction at CBE, in these statements, she complained the
inconsistances existed in the Bank in giving in replacement of expired ATM. The other
customers, C6 also commented similarly in opposing his previous statements. Let see the

Ambharic transcription of his verbitam in his second round comment.

C6: C6 : ‘A2L5M. 77C 9°2C5m. h75%% NN19° £AI° sm.:: -3 11
A28 57C ONI° PA9° NOA 9°3€5m. hit PCh I P1757 N7
. Po12CHh3 Ak 27780 79. N Al V.6 ao(CH7 1. y7-2Lh
LP9° POLaohrl@. P PPy A1A NAN@- CHIA £33 170 L PCE.D.
U 1 $PRE BIPSA PP 79771 ANy

The English litral translation of C6 statement could be *

C6: The first thing is, sometimes, it is said there is no system. Most of the time in
the Bank context, when they say there is no system; it has attachment with
network and thus needs to work on it effectively. The issues of network have also
its own authority and if the authority solves the problem, it’s good.

Regarding C6, though he complained the problem of network problem as opposed to his
previous comments, he tried to comment with the possible solution with what the other

authority should also do to solve the problem.

Lastly, very short comment of C7that the customer expressed in Amharic as”
DN 0L P2 F7 (1871 (.wd-: AN 207V . hTAD0F T (1874 A 25w :”
which has an equivalent English meaning C7” If the Bank works on promoion and we
understand what the Bank does from it...” had its drawback. According to the statement
of C7, the Bank lacked making promotion and as a result she didn’t know exactly what
the Bank did. To the contrary in her previous comment, she said that CBE was the best
Bank as compared to all other Banks. As a result, she claimed that she and all the other

woker in her organization collected their salary from CBE. When such contradictory

180



sentences are produced at a very single moment in a given context, the truthfulness of the

ideas will fail under question and lack validity.

Generally, all the contents of the above comments which were presented on August
20/2017 on CBE TV program were analysed from two dimessions. At the beginning,
customers C4, C5, C6 and C7 gave positive comments about the advantage of saving and
using electronic products of the Bank. They talked about the positive work of the Bank
and the advantages of these products. If we considered all the languages used by these
customers, it would seem that all the customers had all positive images about the Bank.
As a result, their language revealed the efforts of the Bank and could attract the followers
of the program to use these products. However, following these positive comments, the
same customers gave another contradictory idea that against their first comments. These
two kinds of comments were given on the same program by the same customers. The
objective of the program was supposed to build the image of the Bank by collecting
comments on the strong and weak side of the Bank on its service delivery in using
different electronic payments. The problem of the progam her was that probe was not
used to balance the strong and weak side of the comments of the customers. Thus, the
audiences might be impressed by the negative ideas presented at the second part rather
than the first one. This can imply that there is a problem of language competence in
which the workers fail to adjust the TV program properly in the way that the customers

easily understand it.

Samples of Contents of Language Used on TV Program on August 27/2017

To further investigate the contents of language used on TV program, another program
which was presented on August 27/ 2017 was analysed. The contents of the language
which were analysed were used on press conference held; on problems related to
electronic banking and again experiences shared by successful customers in saving

money.
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Press Conference on Electronic Banking

The conference was held between the officials of the Bank and customers whom the
Bank called very important persons (VIP) and hotel managers. The objective of the
conference was to discuss on how to use technological products of the Bank and on a way
promoting to use these products. It was targeted on questions raised from customers and
answers given by the officials. The following were the contents of the questions of the
customers’ and responses of the officials’ on the conference. The transilaion of the

language used was made literally from Amharic to English.

Customers’ Questions
C8: “A1hI°? 27281 1w, ON-T? wEml PI°2FA@? (1797 F70 AP 717
fAw- Ak A7 7a,:: (Amharic verbatim transcription)

Its English Literal translation verbatim:

C8: How can we find a solution for ATM? It is really becoming great problem for us.”

C9: ‘4z hANTUC A73C PhIRANT? LACTL 797 1£.2.977 179° AdAT:
P90 4728 TCANI® UZ2RCALIL 1LCT Nwellt P70 Mm. N7 LY
AT F0? APt APl i w€? PYLMa 7 PRA PN N A7807

A 7% oA (Amharic verbatim transcription)

Its English literal translation:

C9: “In relation to exposure, connection failure is very repeated and monotonous
problem that should be underlined and worked upone it. Are you giving attention and

working upon it to the extent that you should do or have a plane to work on it? «

C10: “951 P20, EPC 7w LA 1T A1T VU PIA AI°C A, : : (NP £PC 162
LU BPC 77 MPhA(I® 707 VA 1.6 AN AIE7 116 OLDA 1, ra. P20, ¢
AT AUF ANY Nmcsm,  ART 10 REh1L VT T797 Amwg -]
P73 A1 (Amharic verbatim transcription)

Its English translation:
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C10/The number 951 implies you can dial and make a call in case you face
problem with the uses of ATM. This number is found on every ATM. But, most of
the time, when we dial it, it says busy. Thus, for people whom you called us now
as VIP, how you dedicately find a solution for us?

In the languages used by C8, C9 and C10, the bolded words or phrases in the Amharic
transcriptions were English words or phrases used by replacing their Amharic equivalent
or unadapted ones to the local context. Because of this, the language that they used to ask
questions related to the electronic services of the Bank, it could not be easily understood
by maney audiences in Ethiopian context. This was supposed to be edited before it was
presented to large audiences in TV screen. On the other hand, it seemed from the
following answer of the official that the officials understood the questions of the
customers. Accordingly, let us consider the verbatim of the Amharic language used by

the officials which were litrally transilated to English.

Officials’ response

Three officials answered the above mentioned questions of the customers on the panel
discussion. Let us consider the responses of each official one by one. One of the
officials O2 responded as follow. This was his Amharic verbatim transcription and the
bolded one were English words used instead of their Amharic equivalent.

02:” A1+ NwSIC (MhT0% LLE A7 hI°CTA 1%h had vIC
APoomqr B3F “ICHh AP1LL1MTm, PO 5UCT Ad-:: As A2R7LIPF
LV 077 KRELPTFI" An:: EhASNE 77 A3C + A7 'w,::
DAL AU APCT 01 A 32.C + A3 Pat ST hIvTAT
AAr NAPC P PP24.07T0- 590 A Gond) LFAA ::”

Its literal English translation

02:” Truly speaking, currently, there is a context on which the level of using
technology by CBE is bench marked by people who have come from Banks of
other countries. As | see, there are also some areas where there are weaknesses.
However, the use of technology is from end to end. This means as it has a lot of
layers, if all things are not complete from end to end, the result may not appear.”
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From the languages used by 02, we could assume that CBE had reached to the level that
it could become model for the Banks of other countries in using technology. To the
contrary, the official implicitely revealed that to use these products, it needs to know the
processes (steps) of using the products from end to end. From what this official had said,
it was possible to assume that he was criticizing the customers for their failure of using
the technologies due to their lack of this knowlgde and it might not be the problem of the
Bank. On the other hand, it seemed that he failed to understand the importance of
language use in which each system of the process of the layers of the technology should
be introduced by the Bank in using clear languages. This could be observed from the
Ambhari language used by the official himself. He replaced Amharic terminologies by
English where he ccould use Amharic without borrowing words from English. (See all
the bolded words which were English words). Added to this, he failed to understand the
fact that the languages used by the Bank did not indicate how to use the products except

introducing to use the products.

Similar to O2, O3 also answered as follows. The Amharic transcription of his verbatim
reads as:

03: "ANTTAL NAAbI® OCHAT (MHTA LT PATH? 1.PE
NwavAN  (177.P0TA  awAh W26 46 hed1 %750 P
A PN%:: NANY AP 16 A2weN%:: NPTl Ak7 APTTAZ
AFUBND:: YIC D% AUF AL AL ANTEAR (NP5 Afwd.?
PN, A7°CT 16 h3Fht A1 FF VLA A28 s A7CT
APLLT LYSZA P7IA UM AN%:: 00U AP 46 Al Thdt
ap4t7? A°Pwe? sa P9377an:?

Its equevalent English translation was the following one.

03: Depending on your questions, we especially know that there are problems on
the preparation of our ATM service. But now we are working upon it as one of
our main strategies. So we think that we will highly create contact support and
engage upon it. Now we give attention and will engage in working with it.
From what O3 said, it could be concluded that he gave direct responses to the customers
implying the fact that the Bank has its problem in giving service for the ATM products

but the Amharic language he used had similar problem with O2.
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The last official who gave responses for the questions of the customers on the panel
discussion was O4. Like the other two officials, he gave his responses as follows. Let us

considered the transcription of his Amharic verbatim[

O4: "PANT7 DICTZ RAVFELIN N3emAhl Af AH APC K277
Ma, 701 74 7201 sw. PF mAl da, ATOFA 03h £LZ
MCs 0 LLE (LA 1301w 2726 A% eH AP35%5% dam,
TN 7 DheA Nvrd 72 W5 A PPN N9CL P77h5A
s 229° A2034401 P25 V47 1€ sa:: ANV A7%58 PEF
VEAFT  254P2%: AT WP LU} PRLIN: A7Vl FPADI”
QeHRL:: hrd1 21 (1419 FhahitCihn TLm3F 19019° LLF
Pa), P A28L8L0 ASw. PN3:: A59° wllU.P AP1M% a8 T3 I°39°
PoYPC 7 ALLAI:

The following is the English translation verbatim of his Amharic transcription.

O4: When we look at the experiences of other countries, they have the saying
cash is our enemy as their logo at their national, branch and centeral bank levels.
Thus, whenever each citizen is paying his/her tax saves on cash, they punish if the
tax payer pays in money. To the contrary if he/she uses electronic payments, there
is a sytem upon which the payers get incentive. Our neighbourhood Ruwanda and
Keniya are doing this. By the way, we don’t have any alternative. Worldwide, we
know where the electronic payments reach. We are also forced to be indulged in
it.
From the language used by O4, it seemed that he understood the problem but insisted the
customers to use the products due to the changes that existed on the world by giving
examples of what was going on the world. To make the existing pressure more vivide and
showed the directions of the mood of the world, he gave examples from African countries
which used the electronic payment. But the problems of the use of his Amharic language

were not different from the other two officials (O2 and O3).

Though the content of the language used by customers C8, C9 and C10 on TV screen
might not be clear for the other audiences, it seemed that the official O2,
O3 and O4 understood the questions and gave the above responses. However, when we
look at the contents of the Amharic language used to ask the questions by the customers

and responses gaven by the officials, all the sentences were dominated by English words.
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The language that contained these kinds of words might be different from many
Ethiopian Amharic language speakers culture. As a result, it could be assumed that many
audiences didn’t understand the languages used on TV screen. It seemed that the speakers
specifically, the official failed to use the local language Amharic to the context of
Ethiopian culture. In all their speeches, they used English words where they could use
Ambharic for the words which were not borrowed. For many of the words they used
English, there were equivalent Amharic words. This contradicts with a study on systems
theory that helps one to better identify where a problem in communication can lie within
an individual’s life or a group or organization. To do so, workers should truly identify the
issues that require them to speak the language of their customers and suppliers by
understanding the subtleties of their cultures to run business in their organization
(Eisenberg, Goodall & Trethewey (2010). However, being an Ethiopian who had good
experiences in their work, the officials could not use the language that went with

Ethiopian cultures.

Comments Given on Electronic Banking

After the discussion had been completed, the TV program started to introduce the
advantages of the electronic banking and collected some comments. Following the
comments collected, some hotel managers (customer C11, C12, and C13); who were
different from the very important persons (VIP) participated in the panel discussion, were

asked about these electronic payments and commented as follows.

Amharic verbatim transcription C11’s -” &0 €%.am. NANY Z°0 T707F (M9° o477
AN, CLANYTAN:: A9°AA ATTL RAT145% AN NC LR N2 rPAadh &0 Pl0Am. R7L:
Eh o0t ep Lovain: DNP QAN FhSA ALE AL Ad 1o, ART I NTTC
240 OAVE P4 TIC Tm,:

Its English translation could be read as follows.

C11: What makes the pose machine comfortable is that it makes work easy. For
example, when our guests come to our hotel carying his money in a jack, it helps
him to carrying a large amount of birr instead of holding paper money and
moving here and there. Following this, when our guests pay us with electronic
payments, it is safe for the guests and it is also good for us as we are using paper
work.
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From his expressions, C11 emphasises the advantage of the electronic payment without
indicating any problem which he encountered in using this system. Thus, as compared to
the questions and comments of 08, 09 and 10 above on panel discussion, C11 might only
talk about the positive side of the products. It could be assumed that this was done for the

consumption of media.

C12 was also another hotel manager who commented on electronic payments of CBE.

The following sentences were the transcription of the Amharic verbatim of this manager.

Cl12: *his 297 PaH ACE AmP7 75: ¢ “IN1 I°3.Cw- 157
LH?  hewopCs  A531% h7Iad A09° PIAGT P19° (1S 4Ly
ATADNtF  AmPooy (QACC whEA T “IN1 LU TAP
hoa0e) I 59C s, :: AGI° ADPIRTF39° aovpdw- (177mPoo-(l]
a1 At b Par AT Covajl. AP Q04T O.oom- Lew-
A lCHC I°F9° ALY 51T ALalPTw-g°: :

Its equivalent English version was translated as follows.

C12: Starting from me, we are visa card users. Rather than carrying the birr and
going her and there, it helps us to circulate our money wherever we are and pay
cash using card and this should be encouraged. When our guests come and uses
it, it also helps them not to worry about going here and there to exchange their
money.

C12 also vividely gave his comment like C11 without commenting on the problems in
using the products in Ethiopian context. This might also be for the sake of media

consumption.

The last person who gave only positive comment about the electronics payment of CBE
was C13. In his part, he expressed his Amharic verbitam as as “h&7 A, AT
amof LT AL A Pac VIC RFIET TFRo. fA:: TEHNATA
TCAN TS 1.2 &G $7E C7U0A 10.F RAATSI° V-A9° 7IC: ART (M9
PG BT 1@ A@LLTI 0WIIL OFh IC 1o, POUI b,
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Its literal English translation was C13: “Currently, there are a lot of foreign guests at our
Hotel. The transactional process at our hotel is good; it can be called nice. The speed
and every thing is also good for our service. It is nice. We also work with CBE for the

future. «

The Amharic language used by C13 was not different from the Amharic language used
by C11 and C12. Similar to C11 and C12 this official also stressed on the positive

aspects of the products with out saying any thing about the drawback of the products.

To sum up about the languages used by the officials and customers, it was possible to
observe two contradictory ideas about the content of the language used on this program.
The first idea was the question of the customers C8, C9 and C10 that asked about the
problems they faced in the uses of electronic products and the responses of the officials.
From these questions and answers, we could understand that there were some challenges
in using these products. On the other hand, customer C11, C12, and C13 commented
ideas which were completely different from ideas of customer C8, C9 and C10. Whereas
customers C8, C9 and C10 talked about the challenges they faced in using the electronic
products and the officials assured this reality, it was surprising that the other
customer C11, C12, and C13 who were hotel manager gave quite opposite responses that
deviated from the facts given by the officials. This makes the language used in these
spoken discourses to lack cohesion that can help the audiences to catch the main point of
the messages of the program. Thus, one can easily observe the extent to which such
inconsistent of language use can create communication problem in the discourses of the
Bank (Wodak, 2001).

Experiences Shared by Successful Customer

Experiences shared by successful customer (C14), was another progam of the Bank held
on August 27/2017. Before C14 explained about himself on this program, one of his
friends stated from where C14 had started his business as follows.” (10,7 0“2F&FC
P0G 77L& atonz A A0t oC 0708w 7L Y0C T8 e
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Plavlm,:: LV 77L N9 L (7hé A% AP-Fihoo- W19 CO T
AN oL £.927 AMNN, APLop) CTLTC G

The following is the English litreral translation of C14°s friend word witness about about
Cl4

”” He started his business with raw coffee trading that he sold by measuring in a
cup for three months when the producers collected their coffee products from
their farm land. “After the three months, he changed his business to trading
sugar cane by carrying on his shoulder from his local village (low land areas) to
sell it to the high landers.

Following this, C14 shared his experiences on how he promoted his small business from
this to the next and the challenges that he faced as follows. All the Amharic verbatim was
transcribed from the speech of C14. Thus, the irregularities of the grammatical problems
of the Amharic language used were arsied from his speech. However, as he used all
Ambharic words, it was not difficult to understand his speeches.

First C14 stated how he promoted from simple local coffee trader to the next business as

follows.

Cl4:'PPs 44010 MU-: I°29° PANMNT (%7 sa,: P PIHUT 4.40 $B6™
Sry NYC wF1e AL I 4rP CH:: P (141 44097 A°C0AN0 ¢
BEI° A0 ULPI® AALLANIC N7I° NPL HIC:: NP ov)A
Pe 38T 62F A0 Wl A2C Prs PPl0A 1P A .40 2AN
LUEA:: Il oo)§ LY} 39C 4w, AAF:: LPI° hee ZaAd B
grG” WYLe LH Y:: Al PL: Aw, 1°F: hle (139 AL AN+
BLPh:: I°2I° I PAI°: PG LRLIA I°3I° FIC PAI::AG
AZCHP LT m N lRT7 AALT ran::

It English literal translation:
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C14: 1 bought a horse. During that time, I had nothing; unforunatily my horse
died of being caught by mud which was very sticky while I was transporting a
local food item called ‘kocho’ on its back to the market. After this, | started
thinking about the ’kocho’ and the ‘horse’ but the time of the local marketing had
not yet arrived. In meantime, one of my friends who was a photographer and
called Joseph came sitting on horse back. Then, he saw my dead horse and
‘kocho’ and encouraged me to leave thinking about it. Then, he got off his horse
back and transported my ‘koch ‘on his horse back to the market. I gave up my
hope due to the death of my horse. There was nothing, there was nothing. We
passed such ups and downs.

Moreover, C14 stated

Cld:’ ¢ Act 2T U3 PS5 A8t Coo(}:: (IPGaovt: 5009
APsth ooy NP3 ovf (LU A LLnh:: hH.P A2 “7AP7
A0 oot [I. @l 0l Al AN TIAPG LA :
h?2¢ q3h 20 (A€ APwov- AANZCHE?: As Ad A0hu-7
APl jay:: RRNZCHA 9C A PLH VPN T AN: AP (0T VA
L0 P LATFI° hFRPF AL A:: dm, AU-? AS0 PAl-Poodm, PG
ACTI® AQ:: 1 207°C19° At Ao

It English transilation

C14: After this, we started working on coffee grinder in share with four people.
Every year, after adding from my local saving capital, my saving became eight
hundered thousand birr. Following this, | borrowed one million five hundred birri
from CBE. Then | could accumulate three, four, five million birr. By
collaboareting with CBE, | started coffee export. Now including the export, | own
three hotels at Awasa. | do have also buildings, new coffee farm and many
transport giving services.

And finally C14 elaborated how much he focused on saving in this way.

Cla: "M away @l AL AALADIP:: “939° (19 ALwAI:: 130 A
A17 A5 ik wa, Dl ACFNAI®:: LHBPIA:: UN15 AC P17
Atk ANPIare PLI° Al Q3R 4007 21 1 PAOPI°DA :: Fmi]
hnn 9°% 739yl CFAA? A0 TS oogea)] LFAA: Pz Al
&mi Phw, NC ', P7ImPova,:: A APEPC 37 A2h wid (LY
N I rm, Pollh1:: P BI°4 LH 7 AI°L 21705 Al
LLEBI? Powd)) Ph,1-PEP 39.C Q0 s, :: 735w 9 ¢ h1 (141
1303 (12C%4: Pl A7 A28 oo@l PATIP: : g oGP
eaNt9v°: PAPllm, +7¢ @PE aoPl:: LU} 00T w8 N1 vyl
ANt

English translation:
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C14: 1 don’t want to make any expense without any reseason. You should not
expend your money any where. I am not in hurry to make expenses even when |
earn large amount of money. | will save. Even during those days when there was
no accessibility of Bank, | saved at my home. If there is no saving, you cannot
bring any change. There could be a problem. You use your saved monry for
it. I started to borrow from CBE with thrity thousand birr. | started with this
money and reached the highr level. After you started any work, you should
manage your money properly. You shouldn’t undermine any work. Once you have
started, you have to work hard. If you fail in one you work, you have to try
another one.

Though C14 didn’t use grammatically correct sentences and the cohesiveness of his
sentences were under question, it was not very difficult for the audiences of the TV
program to understand what C14 wanted to say because his speeches were based on local
context. This means, people could understand if the language in use is contexualised to
the local knowledge. The fact that C14 stressed on hard work and saving might arise
from the cultural background of the customer in which he lived. He used the pronun “I”
and “you” many time to share his experiences to the listeners. When CBE uses such a
context, it can countribute many things to the entire population, but one can also obseve
the difficulty levels which are created by his language use. This is vividely seen from the
Amharic language used by C14. From his speech, it was clearly understood that this
person was weak in using Amharic but experessed about himself as what he said was
based on facts. However, it is recommended that such kind of people shall use their

languages to express about them.

From Wodak, (2001) DHA perspective, C14 used fixed use of language associated with a
particular activity which had relation with his business work. He explained by stressing
how one should achieve his goals in saving his money and tackling challenges that he/she
comes across. On the other hand, from the perspective of the language in use of the Bank,
it might contradict with the ideas of choosing language for C14 which was the most
appropriate one that fits to the situation of the customer and that helped him to explain his
ideas clearly and cohesivelly (Kukulska-Hulme, 1999). This means if the customer was
encouraged to express his ideas in his mother tongue, he would explain it easily with out
any difficulties. To the contrary, as he was forced to speak in Amharic, one could esily

see the difficulty levels that he came across in using Amharic language. Accordingly, this
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implies that in using such a big program CBE failed to use different languages to expand
its business to the maximum level having maney years of experiences in its business

work.

Samples of Contents of Language Used On TV Program On September 3/ 2017

The content of the language used by CBE on September 3/ 2017 also revealed similar
context to promote saving and using different electronic Media and print media
communications of the Bank. Thus, to show some more information about the language
in use of CBE, samples of promoion made about saving by two officers on EBC TV
program were taken. The following were the verbatim of the officers.

Promoion made by officials’

Ambharic transcription of O5 verbatim

O5: A 7PA4.°P 392C Q7 Oovm A2LT ANT77775 71 A1mflf Qlw,
PSP PoLIE &t PLOPAT UiT Ad:: CTI° LI9° A2L1.7
L79° MPo° (1534 PA.1PAP 7378 027 APwe ddaw, (1CHT-
TP 16 AA“DT PImA Fa, s I°FHE 1714 s, :: NAHY
ASHY BINFCF hog e171 9°31e Q04 AVIC P7LPRLCHT- At Por
15 ra,::

Its equivalent English translation

0O5: When you come to CBE, in the frist place, based on its loyalty, there is a
context upon which it gives you the exchange on the rate of the day. This means in
one aspect you are serving your country as your hard currency is used to be
invested on the huge projects which have been undergoing by CBE. Thus, the
foreign money exchange that the customers make not only benefits the customers
but also gives great contributions for the counry.

These statements were meant to declare and propagate the public to save money at CBE
during money transaction from money sent to them from foreign counries through
SMIFT code of the Bank. From the manager perspective, he wanted to emphasize that in
the process of saving, the customer could benefit himself and his country. As far as the
benefit of the customers was concerned, the manager wanted to assure that the customers
get the money exchange according to the rate of the day. In the part of the benefit to the
country, he wanted to say that the Bank gave loan the saved money for the construction

of big projects so that the development of the country would be enhanced. However, the
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construction of the statements of the officer could not reveal these objectives and very
difficult to be understood by all the public who might attend the program. To make this

clearer, let us consider each sentence of the officer.

“When you come to CBE, in the frist place, based on its loyalty, it gives you the

exchange on the context of the rate of the day.”

In the first part of this sentence, that says, “When you come to CBE, in the frist
place ...” the phrase “in the frist place...” was not clear as there was no ground upon
which he said first, as there was no other point that followed as second. Because of this,
when he said first, what it means cannot be understood by everyone except some people
who might have contact with the Bank. The second part of the sentence which says “...
there is a context upon which it gives you the exchange on the rate of the day,”
implies that there is a context upon which the money exchange may not avail and can
share negative implication. From this point of view, the language of the sentence of the
officer can make the customers to hesitate. Thus, they may choose other Banks to receive

their foreign money exchange.

Similar to this, the messages of the second sentence which says “This means in one
aspect you are serving your country as your hard currency is used to be invested on
the huge projects which have been undergoing by CBE " is not clear. According to the
context of the country, CBE has to give loan for huge projects. But in this sentence, how
the officer explained about the project was explained as if the Bank were the contractor
of the projects. Accordingly, except few people who know this secret, it is very difficult

to get the central ideas of this sentence for the entire public.

The last sentence of the officer says, “Thus, the foreign money exchange that the
customers make not only benefits them, but also gives great contributions for the
counry.” In this sentence, he wanted to address to the customers the fact that when they
exchange money in CBE, they serve themselves and their country. However, the third
personal pronouns he used (the customers or them) make the sentence vague. In his case,

he was delivering the message to his audiences that he was suppose to use second person
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and included all the customers. But when he said the customers and used the prnoun them
for these customers, it might be understood that he was referring about some other
customers by excluding the customers who watched the TV program as he was supposed
to address his audiences in second person.

Furthermore, the same language problem could be observed from the other officer. Let us

again consider the transcription of his Amharic verbatim

06: MMh “IChT 1.6 PAw,7? 710 ASw. PA%:: (09° Al wet), 71T
Af-:: 13 Pl a AAGMPI° A EFA0-:: hdmvo® 144
AT TV : AAHY WY 27C U 38 Py 62CREL Anmv
BFNN:: 25 A0 b A0 FLTR 9% 1P1°FA: A0 (LY RAC
2L ONCNC PODTa, £F A28 (LY LAC il e 79 (1549 (¢ An?
Ad-: Qe Anboome (144 AN57 A 0 AC aCO5A M,
awAAT:: A AR U A2LomAdNl jw PYLPwm.Pw, A1 7
A UC N4 PlOma NC CECEE rar:: NANLY WLy 2.L501 90
Ao T T3 oomfld LTI DAT ja,:: NAHY hAndooEF [}
NIP Moy AN ANV1G9L LLEA “I01T s, : :

Its literal translation to English

06: We know what is going on in black market. It has many expenses. After you
had given them money, they might say, you didn’t give us the money.
After, they give you, you might be stolen. They may also give forged birr. Once
upon a time, my friend had faced an awkward situation. He went to exchange his
dollar in the black market. They said we had birr. He gave them the dollar.
Then, they said oh, sorry we didn’t have birr and gave back forged dollar but he
knew as if they returned for him his dollar. Following this, when he went to
exchange this dollar to another place, the dollar was found to be forged. Thus, our
customers can be saved from such a tricky when they make legal exchange in
CBE.

If we consider the speeches of this officer, he started by saying, “We know what is going
on in black market” followed by saying “it has many expenses,” in sentence 1 and 2.
From the promotion of the officer, the pronoun ‘We’ could be understood as the officer
himself and the listeners who were the audiences of the EBC TV program. As a result of
this, when this officer said, “We know what is going on in black market,” and “It has

many expenses,” only those listeners who knew about the black market might understand
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him. This made his speech less valid because majority of the audiences might not know
what was going on in the black market and its expenses. In other words, even if they
knew it, it might be difficult to know this at the level of the speech of the officer. In

addition to this, we don’t know to which noun the pronoun “they” refer to.

However, in CDA, Fairclough, (1995) and Dijk, (2008) suggested that it is possible to
understand any speech from background knowledge of the context upon which the speech
is made. Thus, the meaning of the sentences of the speech of the officer and these
pronouns may be understood by some listeners who knew about money exchange in the
black market but become strange for all the other listeners. In addition to this, the
pronoun they were repeated many times and made the sentences boring. More
importantly, this officer used some English words and phrases such as black market,
forged, oh, sorry, our customers where he could use their equivalent Amharic words or
phrases. This might again make his speeches vague for many customers.

On the other hand, from any actual instance of language in use of this kind of text on TV
program, it may become more effective when visual images and sound effects are used
effectively (Fairclough, 2003). In the above paragraphs, the sentences used
by 05 and O6 did not properly address their listeners. Thus, generally, the clarity,
consistency and cohesiveness of the language used have many problems. It did not
encourage the customers to be motivated and save their money during the money
exchange. To the contrary, the basic principle in communication is clarity that should not
make any vagueness and the message must be formulated in the mind of both sender and
receiver (Bisen, 2009). Anyway, this does not come as a surprise as it may come from
lack of knowledge of a strategy of effective presentation that requires a roadmap of
setting one’s objective, knowing one’s audiences, considering pre-presentation tactics,
planning one’s approach and knowing how to open and close with a bang that come from

knowledge of specializing or taking a training course in a language (Wilkie, 2001).
4.3.3. Challenges of Language Competnces in Coverages of Communication

The other question raised under the language competnces of the workers of CBE was

challenges encountered CBE in its channels of communication in its coverage of
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communication. Most of the respondents of the current study agree that CBE had good
coverage in its branch distributions almost in all areas of the country including the
remotest one (e.g. BM1, CSM 3, CSM 5, E1,). As being working in the communication
department and experts of the Bank at head office (see appendix G and H) the
managerial bodies and experts of the Bank were asked to describe this context.
Accordingly, they explained that the government had been doing many efforts to reach
the people by opening new branches at their local areas in each part of the country and all
areas of Addis Ababa but we also faced some challenges in the language competnces of
the workers. This could much with the responses of the customers in which they
answered for items 27-30 for exchange relations in response to research question four.
The aggregate mean value for these items depicted that (M=3.82205 (N= 299,
SD=1.2253) which was above 3.5, that was nearer to 4. This means regarding these
components, the respondents agree with the clarities of the language used by CBE and
understand the messages delivered by the Bank in its communication practices on a five
points Likert scale. In other words, this implied that the customers could understand the
purpose for which the expansions of CBE branches were made nearer to their home and
in reponse of this they circulated their money in these branches. This is encouraging

ended.

Moreover, to acknowledge and see the coverage of the Bank about its communication
service delivery strategies and trangulate it with language competence of the workers,
customers were asked a cross check questions to explain what CBE made in its use of
language during its communication to reach the public. Regarding this, the managerial
bodies (see appendix G and H) said that CBE made communication on TV program and
print Medias. However, this customer complained CBE means of communication and its
workers lacks in its communication practices to promot on how medium private sector
organizations take credit and promote their business. Moreover, he also complained the
service time coverage of the Bank in comparison with private banks. Similar to this,
customers (see appendix | and J) also agreed that CBE did not have promising language
that encouraged them to work with it by taking credit to expand their business and getting
foreign currency to cover their budget for the goods they imported from other countries.

In spite of these problems, they verified that the communication context was promising
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and not bad in their actual work time. They assured that even if they were busy, they gave
service in short time and this might show the computer skills of the workers which had

relations with language computence.

Furthermore, the customers also witnessed that as far as the coverage’s were concerned,
CBE was different from other banks in its Media and technological products. But, they
also complained that as the TV program used only Amharic, it was difficult to say that
the Bank could address its messages to all its customers and the entire community. Added
to this, the customers also said the Amharic language which was used by Media was not
expressive to be understood by all people. According to the customers’ respondents, it
was a kind of language which might be only understood by the youth and the people who
had good contact with the Bank. Among the customers let us consider how PS1 Amaric

verbatim was explained.

PS1:  PAIPEP 372€ Q3% PCIAREETF 1790491 L1.6
PP 7 57C (310 79° (lAVr b FPh.TP3.° 370 O%h
04450 A0 (A°wd.s. P727% 030 a, 1100 LIICATA:: 5I1C 7%
AU7 N, Pl #PC ovgponl ¢ (Mool A dw, 2C
D7l DL T CPt@m LoNA:: hAPR RANT Poom§ (14450
Al P725°% A77C5F7 P7OPm 4 AN Ad-:: DHUI® PA-50 PO
Peg 8P PP A3C AF oofr QG (0F7 A15w LTIAA:: hilvI®
M “7¢ 030 P72mndI°0t PAICT P3P & T92C Aal 41n°
LA wGTA:: QUI® A1 Q30 A2 700 P3L7 AT Pl 7l PO
G LU L29° Perd PPy 4205 NE&LPC A2L77TAGT LHIPE?
APLH A2R7TA LI wGA::

Its equeivalent English translation:

PS1: As far as the coverage of CBE’s branches is concerned, these days, it is said
that CBE is the Bank one can find in every corner of Addis Ababa. However, it
fails to communicate with all people due to the dynamic demographic change.
There are a lot of people who have come from different regions of the country and
lived in Addis Ababa but do not know Amharic. As a result, the monolingual
transmission of the Media program may affect this kind of people.” In addition to
this, there are many contexts upon which the Amharic language used itself has its
drawback for the speakers of Amharic themselves. Moreover, there are also
contexts upon which the Bank uses only English for some services where the
English language used is usually awkward for the majority of the population
including those people who know the language. Thus, there is a situation in which
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the coverage of the branch may not satisfy the interest of the people due to the
language use competence problems of the workers. (Interview)
As PS1 witnessed, though the coverage of the Bank in its number of branch was highly
encouraging indeed, the Amharic language in use of the Bank lacked clarity. This might

be observed from the Amharic language used by the entire official in this study.

4.4. The influences of Language Used in the Discourses of the Customers/Public on
CBE Business Acitivitis

To achieve the objective of the research agenda regarding research question four about
the influences of languages used in the discourses of the customers/ publics on work
performance of CBE, data which included different sayings about CBE in the language
use of the customers or the public discoures were collected. Based on the data sources
from customers’ language use or public saying, different phrases were identified from
their language uses or discourses which were generated from public saying due to the
communication practices of CBE. These sayings were reflected by the customers/public
and revolved in the discourses of the public in Addis Ababa in Ethiopian context. Among
the discourses avail in the public sayings from the data sources, the following were the

major one which were identified based on the services given by CBE.

4.4.1. Discourses Related with Truest Building

From the responses of the interviewee participants which was asked about what the
customers or the people said about CBE in their discourses, it was understood that CBE
had built both positive and negative images to its trust building. For the question asked to
distinguish how the public perceive CBE in their discoursesn respondents from managers,
experts of the Bank and customers (see appendix G and H) indicated in similar notion
saying that the Motto of the Bank that says, “Commercial Bank of Ethiopia, The Bank
You Can Always Rely on,” has created good ties and relationships between the public
and the Bank. According to these respondents, this motto is found almost in all the

documents and advertisements of the Bank. They all agree that due to the practicality of
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this motto, there is a guarantee for anyone who saves his/her money at CBE. The
respondents also revealed that it is possible to infer from the phrase” ... The Bank You
Can Always Rely On!” the fact that the Bank is always honest. The respondents said that
the text (language) of this motto is found in the written and spoken discourses of the
Bank’s advertisement and it has positively influenced the public. Furthermore, the
respondents elaborated that in the written text; this motto is written in capitalizing each
word. In addition to this, in the spoken adverisment, it is stated in special tone on TV
program. Thus, from these responses, one can infer that the language used in this text
does not only reveal the honesty of the Bank but also creates durable social structure and
network of social practices between the Bank and the public (Fairclough, 1995;
Fairclough, 2003). Regarding this, the researcher had the same experience for himself
and observed this reality in the context of his observation. For example, he observed
when the customers simply kept the receipt given to them for their money transaction in
their bag or pockets without reading. Added to these, the aggregated mean value for items
(1-6) that were asked to measure the extent to which the customer rely on the
communication activity of the Bank that had relation wth truest was calculated on the
bases of five point likert scale from strongly disagree to strongly agree and showed the
result (M=3.822 (N= 299, SD=1.2253) which was above 3.5 and nearer to 4. It was used
to see the extent to which the customers agree on the clarity of the language used by CBE
in its communication practices that could create transparency. This, means regarding
these items, the respondents agree with the clarities of the language used by CBE and
understand the messages delivered by the Bank in its communication practices that
showed its transparency and honesty. The public may also truest CBE from the fact that it
belongs to the government (see appendix G, H, I and J).

Based on this motto, for additional information, similar question was asked to identify
what the public say in their discourses about the Bank. For example, BM1 responded that
the public could say many things either positively or negatively. But, in his part, as he
was well experienced person who worked in the Bank for more than 30 years, he stated
that he knew the public had much truest on CBE for the money they saved at any branch
of the Bank. He assured that he knew this from the relationship he had with the customers

and the community in which he lived. For similar question, similar responses were also
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given by the other respondents. For example, BM3 and E1 who were also well
experienced and higher officials of the Bank had similar ideas about the public believes
and sayings about the honesty of the Bank and gave their ideas on the positive side of the
public saying. These respondents highly emphasized this from their experiences as
customers and worker of the Bank. Moreover, M3, OC4, OC5 and OC6 also shared
similar experiences indicating that the motto of the Bank had changed their mind to save
their money at CBE and became the customer of the Bank. They also assured that from
their experiences, the Bank was honest. This is in harmony with the ideas of Shockley-
Zalabak, Morreale, & Hackman, (2010) that shows trust can change rapidly based on

circumstances and experiences.

Based on the reponses of the honesty of the Bank, the respondents were asked if there
were any negative discourses that they knew. As BM1, BM2, BM3, E1 and E2 had
managerial positions and experts at head office, they were asked if they knew any
negative discourses. These respondents confirmed that they knew what the public said in
its positive aspects but uncovered that there were some negative ideas from the comments
given by some customers about their service delivers in their suggestion boxes. They also
stated that there might be some kind of negative discourses which they did not know due
to the large number of the customers and the density of the population they served As far
as the honesty of the Bank is concerned, most of the customers interview said responded
that they feel more guarantee when they save their money in CBE (see appendix G, H, I,
J and L for further details.)

Along with the texts and ideas described above, another question was asked if there were
negative discourses which were said by the public in general that had their distinctive
features. Accordingly, some other officials, experts and customers vividly identified ideas
which  were overlooked by the above higher officials and experts.
Accordingly, PS5 and CSM6 said that there was public saying “CBE is the elder bank
and the slow one.” These respondents stated that they observed this public discourse
from the angles of the service delivery of the Bank when it was slow due to the manual
operation of the system before they started using technological innovations. They also

confirmed that the public might feel similar context as CBE was the oldest bank that
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served in the country for about 75 years (see the poster on appendix Z5) but still
couldn’t communicate intensively and fulfill the business interest of the majority of the
public. They said it didn’t lend monry or encourage in words or both ways by giving
guidance and full electronic and print Media services for the majority of its customers to

activate their business work.

Other respondents, M4, M3, PS2 PS3, OC1, OC2 and OC3 talked similarly about the
discourse of the public that related the Bank with rich people. In this case, they stated the
public saying as” To take a credited you should be rich.” According to the responses of
these participants, CBE usually made good relationship with rich people and left aside
majority of the people who were not rich. The respondents argued the Bank did not
consider the middle classes and usually made panel discussions with investors and gave
credit for big investments. When the respondents further explained this discourse of the
public, they said that even in some circumstances when the Bank gave credit for the other
part of the society, the process of giving the credit was slow and even it was mostly
happened through agents and gave an example of loans given to micro and small
enterprises. Added to this, they argued that practically they did not observe anything
context in which the Bank made research and tried to make business work with the lower
classes of the society who had the capacity of doing business but lacked capital. Contrart
to this Shawagfeh, (2019) expresses that commercial banks provide financial services to
small and medium enterprises in order to meet their financial needs to increase the
productivity of these projects and improve the standard of living of the owners of these
projects and employees to achieve the economic and social programs goals their

governments in achieving

Regarding this respondents M4, M3, PS2 PS3, OC1, OC2 and OC3 extended their
responses saying that the public revealed the context in which some other private saving
associations gave this kind of service through different means of communication
practices by negotiating with lower classes of the society after surveying their physical
and mental potentials. As a result, they were surprised why CBE which had experiences
of about 75 years and a state bank could not communicate with the entire population,

search their potential and gave money for those people who could serve themselves and
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their country. They blamed that the Bank failed to make extensive research that supported
the Bank to create strong and scientific marketing communication strategies with the
lower classes of the people to enable them change their mindset toward making the

Bank’s customers to do business in collaboration with them (see appendix I and J).

CSM7 and E2 pointed out that there was also a public discourse that considers “The
Bank serves only the interest of the government and government organizations.”
Regarding this, the respondents stated that there is a context upon which the Bank is
working for the sake of the advantage of the entire community by giving big loans for big
investments like road construction, power supply and other investments that serve the
entire community. However, much was not said about these good works of the Bank by
the public but instead they considered this as if it were something that belongs to the duty
of the government. This means the Bank did not expilicitly revealed to the public how the
entire community could be bensfited from such big investments which got loan from the
Bank.

Moreover, there is also a public discourse that emphasizes “CBE is a busy bank.”
Almost all respondents agree with the truthfulness of this discourse. For example, PS4
and M1 revealed that as the Bank served many customers, there was a context in which it
could not satisfy the interest of its customers. The respondents also indicated that the
entire state workers were pressurized to collect their salary from CBE and this adds a
burden of work to the Bank. As a result of this, there was time when the customers
complained the services of the Bank specifically during salary collections that took them
more than an hour to collect it. Thus, it could be concluded that CBE was not aware of
the fact that discourses reflect some reality and live a “life of their own' to this reality and
can impact, shape and even enable societal reality (Jager, 2001) that can influence its

business either positively or negatively.

Lastly, many of the respondents rose about the discourse that came as a failure of paying
back the loan taken from the Bank. CSM2, CSM5, E3, E4, PS1 & M2, OC7 revealed
that when the Bank gave loan for its customers, it holed some fixed assets as a guarantee
for the money that it lent. Regarding this, there was time when the creditor bankrupted

and failed to pay back the money and the Bank took the fixed asset it held as a guarantee.
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According to these respondents, this failure of paying back the money could be created
due to different reasons. On one hand, it might come from the weakness of the customers
that failed to circulate the money due to lack of the capacity of business work or other
incidents that he/she came across. On the other hand, it might be the failure of the Bank
that it didn’t study the project of the customer properly or did not communicate and make
follow up to advise him/her on how to run his/her project or business in a scientific way.
Whatever the case, in the happening of such a circumstance, if the Bank took the fixed
asset that it held as a guarantee, there was a public saying “The Bank has taken Mr
X’s....” When we consider this sentence, it seemed as if the Bank did something illegal
though it had a legal ground of holding fixed asset and taking it to refund its money when
the creditor failed to pay back. The respondents said the public consider any risk that the
customer faced due to his inability of paying pack and loss of his/her fixed assets as a
problem created by the Bank.

From the above points of view, the respondents argued that basically the Bank should not
give loan unless it communicated its customers and knew the capacity of the customers or
enabled them to circulate the money by giving them business advises and making follow
up so that both the Bank and the customers could be benefited. This means, the Bank lack
language experts who can demonstrate their efforts to reach the objectives of their
organization by building long term behavioral relationships with strategic publics and
making symmetrical relationships between the Bank and the customers (Grunig, L. A.,
Grunig, J. E., & Dozier 2002).

4.4.2. Perceptions Related with Communication Capacity of CBE

Asked what the public say about CBE communication capacity in their discourses, most
of the respondents stated that the public believe the Bank has good communication
capacity to give service (see appendix G and H). According to the interviewee
participants, the public relate the word “bank” with having large amount of money and
believe that CBE is the organization which can give bigger loan and reach all people.
Added to this, they also said that it has many branches with different Media sources that

could serve the public nearer to their residences and see this as good opportunities given
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to the public by CBE (e.g. CSM6, M1, and PS 4). Unlike the public saying “The Bank
has taken Mr X’s...,” M4 and PS2 responded that there was also counter attack public
saying that indicated “CBE has promoted X’s business and it becomes his/her father.”
According to these respondents, this discourse is said when the bankrupted customer re-
established himself/herself by taking loan from the Bank. This kind of situation has
positive impact on the customers. In this case, the interviewees were asked if there was
any role of the Bank either for the failure or success of the customers. M2, M4, CSM5,
and CSM6 responded that in both cases, the Bank took guarantee for the money it lent
and visited them sometimes but they felt that the failure or success was usually in the

hands of the customer.

On the other hand, the theory of the banking business underlined that banks make profit
by selling liabilities (Abreha, 2015). This means the Bank lends money to its customer
with the expectation of his/her success to get profit from him/her. This indicates that the
success or failure of a customer is not only in hands of the customer but it is also the
responsibility of the Bank to create good relationship with him/her and save him/her from
any failure and encourage toward success by giving all the possible technical advices in
its communication practices. The reason why language plays such a significant role here
is that it constantly generates knowledge about the world and how people are to act in the
world with the per formative power to bring into being the very realities it claims to
describe (Mayer, 2008).

Question belongs to the communication capacity of the Bank was the other question
which the respondents were asked. According to PS5, most of the adult customers were
complaining about the oral languages of the employs and written verbal communications
of the Bank. This respondent claimed that when CBE used its verbal communications, it
didn’t consider the overall language capacity of the population and used in the local
context. For example, he said, Amharic and other Ethiopian languages do have their
expressions during communication but almost the Bank did not use much of these
expressions for its communication purposes. This had consistency with the observations
of the researcher from actual communications held between the customers and workers at

different branches of CBE in Addis Ababa (see appendix L) and the written documents
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collected for different data sources and observations of TV programs. To the contrary,
scholars claim that in oral and written verbal communications, different expressions such
as stories and myths, parables, and other forms of oral and written history like metaphors
and humor help business organization to reflect and clarify itself in its actual works of
communication by affecting its customers attitude and actions (e, g, Harris, 2002, Lippitt,
1982, Schein, 1985 &Harri & Nelson, 2008).

The other interviewee, E6 was concerned for the questions related to communication
capacity of the Bank as issues related to lack of cultural knowledge of some workers. The
interviewee strongly argued that this was a critical problem for some religious and adult
customers who were served from different corners of the country in different branches of
CBE in Addis Ababa. He shared from his experiences the fact that there were customers
who wanted to be communicated in very formal Amharic language that reflected
Ethiopian customs and cultures. But, he continued narrating that these days, there is some
kind of cultural changes that deviates from this tradition in Addis. As a result, there was
context upon which some of the customers of the Bank were served in informal Amharic
languages. For example, when the workers communicated with the customer in informal
ways of using A2 H/aPE “you” instead of formal ways of using AZONP “you,” the
customers felt that the employs were uncultured. As a result, many of the people who
were concerned about cultural issues had different feeling. The respondents concluded
when the workers use this type of informal Amharic, the public generalize the character
of the workers as unethical and feel as if the new generation is unethical and see it

negatively.

Regarding this, BM2 who was one of the managers also argued some workers used
informal languages but some adult people did not feel comfort with this. This is
consistent with (Scollon, 1996) ideas that asserts within any cultural group or discourse
system, there are preferred discourse identities which tend to be matched with particular
social identities in clear communication in which these groups expected their own social
identity from the communication system of their counterpart. This implies that the way

some workers use the informal language can be the result of the social identity of these
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workers they have got either from their family or social group from the situation upon

which they have been grown- up.
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CHAPTER FIVE: SUMMARY, CONCLUSIONS AND RECOMMANDATIONS

5. Introduction

In this chapter, summary, conclusions and recommandations of the study was held. In the
process of the summary part, a brief of the major findings of the study was made.
Following this, some conclusions were also made from the major findings to achieve the
specific objectives of the study. Lastely, recommandations are made to suggest possible

ways through which the major problems found in the study can be solved
5.1.Summary

The main purpose of the present study was to investigate the languages in use in the
communication practices of CBE in line with the languages used by the research
participants. To achieve the objectives of the research agenda set in the first chapter, the
over all reviews of the related literature on the language uses of the context of business
communication and theoretical frame works such as systemic functional grammar, speech
act theory and open system theory were contextualized and used in the way they fit to the
research agenda. After this, CMMR was used to anlyse the study. To do so, first, the
spoken and written discourses of the languages used were identified in terms of the
demographic profiles of the officials, experts, employees and customers’. Following this,
the languages used in the different communication channels of the Bank were identified
and analyzed. In the analyses of the demographic profiles of the research participants,
descriptive statistics was used and interpretation was given on the bases in which these
demographic profiles could affect the language in use of the Bank. Added to this, for the
languages used in different communication channels of the Bank, samples of empirical
data were obtained from different spoken and written data sources and analyzed in words.
The analyses were held to see the visibility and clarities of the spoken and written
languages used. Based on these facts, additional data sources were collected from
interviews, observations, content analyses of samples of TV program and questionnaires.
The analyses of the context of the languages used for the communication purposes from
these data source were analyzed in words and CDA. Furthermore, the results of the data
obtained from the questionnaires were held in statistical data analyses by computing

207



mean values. Indeed, the results of the analyses of these data sources were intermingled
and conclusion was made. Thus, using these various data analysis techniques, the major
findings were discovered in the course of explaining the language in use in the
communication practices of CBE. Accordingly, the following major findings were
discovered from the results and discussions of the investigations of language in use in the

communication practices of CBE in Addis Ababa in Ethiopian context.

5.1.1. The Nature of the Languages Use in the Communication Channels of the
Bank

It was also found out that the content of the languages used in the documents of the Bank
and how the Bank used these languages had their distinct features. To begin with, the
languages used on the receipts, different forms, flyers and brochures of the Bank are not
legible and clear to be read and understood by the customers. In most instances, the Bank
used very small pieces of papers with very small font types with intensively written
documents that could not be read. Following these, the English language used to
introduce newly invented technology was a copy paste from other world class and the
customers could not easily handerstand them (e.g. Figure 4.2. ATM Receipt, Figuer 4.5

Flyer for Choices of Transferring Money)

The nature of the language used mostely initiated the customers to save and circulate
their money at CBE. However, it was found out that the languages used did not written in
the ways that they attracted new customers though the experts of the Bank believed they
prepared in the way it attracted the customers. Furthermore, different figures and other
symbolic matters that did not go with the background knowledge of the customers and

which were not contextualized were used (see appendix L)
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In line with the ways of art of writing and speaking, the data revealed ambiguity and long
sentences for the style of writing through which some documents were written and the art
of speaking through which some words were produced. In the art of writing, different
colors and font size were used where as in the art of speaking, different intonations were
used (see appendix I, J and L). Added to this, the use of the instruction given through
writing on how to use electronic media like ATM was not complete (e.g. see, 4.4. figure
ATM, process of operating ATM). Moreover, these arts of writing and speaking did not
fit to the context of the customers. For exampie, the colors and the styles through which
different documents were written was ambiguous for the customers as it was not written
easily though which customers could understand it from its context. In the style of
speaking, it was also identified that most the workers of the Bank used informal ways of
speaking which was deviated from the cultural norms of Ethiopian people (see appendix
L). The finding also revealed that how most of the written and/or spoken Amharic or
English languages were used in their written documents and spoken discourses of the
workers of the Bank didn’t consider many uneducated or English illiterate customers.
The workers of the Bank usually used replacement of Amharic words/phrases by English
in their speeches and there were instances in which the Bank used only the English

language for some documents (see appendix I, J and L.).
5.1.2. Language Use Related Problems in Communication Channels of the Bank

Concerning language use related problems in communication channels of the bank, the
data showed different problems which had relation with language uses. The data
indicated that majority of the customers did not get access to communicate the Bank in its
written communication channels from two basic reseasons. The first one was these
customers who did not know the official languages of the Bank could not use the
channels. The second reason was that some of the customers were illiterate or not
educated to use the written documents, could not understand the codes used and the
design of the logo of the Bank and the Bank did not have another alternative of the means

of communications for such clients.
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The data sources of the written documents also suggested that there was an awkward
situation in using electronic payments like ATM in the language in use of the machine
due to some jargon words which could create misunderstanding between the Bank and
the users as the Bank did not try to adapt the newly borrowed words from English
assuming that the customers could understand it in their own time. As a result, the data
revealed that some customers faced challenges due to the new words almost in all the
written documents and oral communications of the Bank irrespective of their educational

backgrounds and some of them could not easily learn these (see appendix I, J and L).

It was also found out that data from the written documents of the Bank had many
structural problems. Amharic and/or English language/s used the print and electronic
Medias’ were pressussive to encourage the customers in making how the they can make
CBE their perference. Similarly, data collected from observations, and anlyses of
language used in TV programs indicated that the replacement of the English words used
by workers or official where they could use Amharic in their oral communication could
create communication barriers between workers or official and the customers or their

audiences.

It was identified that the strategies of the communication practices of the Bank was held
from top to bottom that did not have much feedback from the workers or customers in
CBE’s different channels of communication. The data sources implied that in these
channels of communication, the communication practices were dominated by the higher
official to the workers or from the workers to the customers in the context in which the
Bank had no means of communication audit which was vividely seen from the
communication practices of the Bank. Added to this, the failure of workers acting as
business men in these channels of communication was much observed from the data. For
example, regarding face to face communication, the customers felt that there was time
when the workers of the Bank lacked friendly approach and made wrong acts like
showing gloomy face and giving slow services. The data also revealed that the Bank
failed to make easy communication that did encourage the customers on how to run their
business. In most of the cases, the languages used by CBE cannot easily understood by

most of the customers (e.g see appendix L)
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The other poin which was found from the data about the challenges encountered CBE.in
its communication practices was lack of clear that could fit to the context of the
customers in the spoken and written forms of the channels. Added to this, the data of the
study population also showed that lack workers knowledge of other Ethiopian languages
other than Amharic in serving customers who came from other language speakers and
could not understand Amharic in Addis was also found to be big challenge in the conext

of the Bank’s business transactions (see appendix L).

Furtheremore, in line with the clarities of the languages used in in the communication
channels of the Bank, the result of the aggregate mean value of the quantitative study also
showed the failure of the customers to decide about the clarity of the language used for
themes of mutuality, satisfaction and communal relationships (M=3.29 (N=294,
SD=1.28) in which they neither agree nor disagree with it’s clarity. To triangulate this
data with the other data sources which were collected from qualitative data, a cross check
was made with data from interview sessions. Accordingly, some experts assured
and officials confirmed the Bank disseminated all information from one source in which
the customers did not have much opportunity to communicate directly with the officials
or experts (see appendix G and 1) and may be resulted in language related problems.
Similar to this, others confessed that the Bank used common languages used by
everybody which were not enthusiastic and persuasive that did not teach how to save,
why to save and how to make business using one’s money. The data also indicated that
technological languages used by the Bank were not very clear to the customers.

5.1.3. Workers Language Competences in Solving Language Related Problems

From the data collected in the interview session on the questions related to how the
workers solved language problems in the channels of communication of the Bank, two
contradictory ideas were identified. Accordingly, on the one hand, data collected
reflected workers’ lacked good communication capacities to encourage and deliberately
advise the customers on how they could run their business in a clear language. In addition
to this, from the data, it was foundout that customers blamed the reservation of the Bank
to give them loan or encouraged them in words of mouth on how they could become

211



good business man. Similarly, some officials also complained that many of the workers
could not use proper Amharic that went with the culture of the customers and sometimes
the language uses of the workers might not easily understood by the customers to solve
their business problems (see appendix G and H).

On the other hand, the interview result of some other customers showed that the workers
regularly visited them and tried to communicate with them in the way that they could
understand them and discuss with them about their business. Added to this, some of the
officials also commented that many of the workers acted in a well mannered and ethical
ways in their mode of communication by using formal languages but few workers might
lack good capacity of communicating in the way that fitted the contexts of the culture of
the country. Data from observations of the researcher and the content analyses of the
Ambharic language used on TV programs also revealed that though the Amharic language
the workers used had its drawback that could become an obstacle to be understood by all
audiences, the workers tried all their best to communicate with their customers (see

appendix L).

To verify the truthfulness of these qualitative data, the aggregate mean values for
quantitative data for the workers strategies of solving language related problems,
strategies of relating the Bank with its environment and strategies of using different
languages indicated the workers performed these activities moderately (2.98 (N=181,
SD=1.33). On the other hand the over all aggregate mean value for the strategies of
attracting new customers, strategies of improving communications of the Bank and
strategies of understanding and explaining principles showed the workers usually did this
(3.49 (N=181, SD=1.22). The implication of the moderate and usual performance of the
workers in trying to solve language related problems might go with the data from the
qualitative part in which they did not have high performance of solving language related
problems due to their language competence.

In all the cases, the data of the qualitative and quantitative part of how frequent the
workers tried to solve language related problem implied that there was an attempt of

trying to solve language related problems. However, the overall language in use of the
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Bank from its different channels of communication showed that the Bank did not

performe the activities to the maximum levels.

5.1.4. The Influences of Language Used in the Discourses of the Customers/Public

on Business Acitivitis of CBE

The data collected from interview session showed that both positive and negative
discourses were drawn from the public sayings depending on certain facts. First, the
customers believed that CBE was honest for the money that they saved in it. The public
expressed this discourses by stating the fact that CBE had good guarantee in case anyone
saved his/her money there. This could be identified from the responses of the quantitative
study that customers gave for the theme that asked about truest of the Bank. In line with
this theme, all the customers agreed that the Bank’s language was clear from what it had
been practically doing in serving its customers and assured its being honesty to save and
circulate one’s money there. The aggregate mean value for this theme was 3.82 (N=300,
SD=1.15) where the aggrigrate mean values showed about 4.0 which might reveal that
the workers usually did this. Added to this, as the Bank belongs to the government, this
context also increased their belief to truest CBE. Thus, in the discourses of the public,
there was a belief that assured CBE was the Bank which was honest in giving guarantee
for the money anyone saved there. Moreover, the coverage of the Bank in its branches
and the advancements of its technological applications were the discourses that revolved
positively in the minds of the customers. Other than this, there was also a public saying
that considered CBE as a source of development. These positive attitudes usually arose
from the real life context of what the Bank had been doing for some of its customers by

giving them loan.

On the other hand, there were also negative discourses that contradicted with the positive
discourses that arose from the expectations of the customers and public from the Bank.
Among the discourses, the very common sayings include: “old and slow bank,” “busy

99 <6

bank,” “the bank that serves the interest of government,” “the bank that serves the interest
of the rich” were said negatively by the public. The data also revealed that mostly the

Bank gives loan for big investments (see appendix G and H). However, researchs
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revealed that the main formal financing sources for small and micro interprises are
commercial banks (Abdesamed, 2014; Shawaqgfeh, G. N. (2019). Though these negative
sayings and the fact that CBE focus on the big investment for financial purpose could
have their connotation meanings that implied stereotyped images and influence the
business activities of the Bank, data from interview session suggested that the Bank did

not give much attention for the implications of these negative sayings (see appendix G).
5.2. Conclusion

In this section, conclusions are drawn from the discussion in each section of the previous

chapter and presented as follows.

It is observed from the data that the nature of language in use of the Bank is not inclusive.
This means all customers cannot read and understand the contents of the documents
prepared and the spoken discourses used on different programs of the Bank due to the
limitation of the languages used to two languages in Addis Ababa. Added to this, lack of
written documents and customers’ lack of knowledge about the languages of technology
which were used by the Bank had its limitation to the language in use of the Bank. As a
result, the heterogeneous groups of customers who came from different linguistic group
other than the speakers of the official languages of the Bank were affected by the official
languages (Amharic and English) which were used by the Bank. Other than this, the
uniformity of the contents of the official languages (Amharic and English) used also
affected vividly the communication process of the Bank as it didn’t much with the
demographic profiles of the customers.

More importantely, it was possible to conclude that lack of clarities of the written
languages used in different documents of the Bank and using code switching of English
for Amharic might put the customers in awkward situations to use the languages and
receive their messages effectively. Moreover, the jargon words used in the documents
and the speechs of the workers, the construction and cohesiveness of the sentences used,
symbols and figures used were not undersood to the levels of the customers as they were
not contexualized depending on the environment and might be resulted in communication

barriers.
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From the result of the analyses of the data, language use related problems affected the
communication practices of the Bank were also found. Among these problems, it was
possible to conclude the written communication channels which were served for the
attraction of the new customers did not have much pressussive languages. In addition to
this, many of these written documents like brochures and flyers were not usually
distributed to the public to attract new customers and they were rather reserved on the
service giving dask hall of the Bank to give them to the old customers. Furthermore, the
data revealed as the Bank used a copy past of electronic technologies which could be
resulted from the failure of the Bank to introduce the products in the languages the
customers understoond in their context, it became an obstacle to be understood by all
customers. As a result, those customers whom did not acquaint themselves with new
technologies could not use the electronic communication channels of the Bank. It was
possible to conclude that the language in use of the Bank in which it introduced the
application of these technologies to the customer did not give them confidence due to
factors related to langugae. Other than these, some of the documents in which the Bank
used only Engilsh language excluded many of the customers who were English illiterate
and poor in the English language used could create vast language related problem to

many of the Ethiopian customers.

In addition to these, from the data, it was also concluded that CBE faced challenges due
to its language in use. More importantly, it is possible to say in many of
the communication channels of the Bank; there was distance between the sender (the
channels of the Bank) and its receivers (the customers) to make clear communication. In
the process of communicating and receiving messages from different communication
channels, the customers had no way of getting solution for the language problems they
might encounter as the communication was usually one way or face to face
communication upon which the officials or the workers speak the mixed forms of
Amharic and English languages. In this one-way communication, the Bank had no way in
which it could give any feedback to its customers. For example, in TV program, for the
new words or in the written documents for the unsuall ways of written communication,
there were no strategies upon which the vagueness of the languages used was made clear.

Moreover, as most of the communication was one way which was dominated by the
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higher official and the workers of the Bank, the customers did not have opportunities in
which they express about their interest. This means in the communication working
system of the Bank, there was lack of easy ways of communication which could went
from bottom to top or the customers to the Bank. As a result, the languages used might
not protect the interests of the customers that indirectly affected the advantage of the
Bank. This means, the language used by CBE in all the means of communication like
press release, press conferences and TV program was limited to one language (Amharic)
that didn’t have distinct standared in its spoken and written forms and could not
distinictly address the business interest of its customers. The languages used mainly
focused on the interest of the Bank. In other words, this implied that the Bank did not
have promising language that encouraged the customers to work with it and this could be
a big challenge for the Bank. Similar to this, in the face to face communication of the
Bank, when the official or the workers made face to face communication with the
customers, it could be concluded from the data that many of the customers might be

challenged to understand the speechs of the officials or the workers.

To strengthen all the data sources concluded above from the results of the quantitative
data in the customers’ questionnaire, they failed to decide either to agree or disagree with
the clarities of the languages on how the Bank used language in its communication
channels to created mutual relationship, gave them satisfaction and created communal
relationships with them. This might imply that CBE did not use languages that could be
easily understood to the levels of the customers understanding or had language related
problems in its channels of of communication. Added to this, it could imply that the
language in use did not indicate what the customers should do or not to do to address the
customers according to their background knowledge. Contrary to this, it was found that
the respondents agreed with clarity of the language in the relationship that the Bank had
with its customers. In this case, they might talk about the distributions of CBE
branches. As far as the distributions of the branches were concerned, the data clearly
showed that CBE has a branch in every corner of Addis Ababa. This means the Bank
helped the customers in their nearby village and the customers could understand the
clarity of the language used from the intmacey that they had with the branches in its

relationship creation. Indeed, the Bank should keep on doing this to the maximum levels.
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Similar to the results of the quantitative data in the customers’ questionnaire that showed
their failure to decide the clarities of the languages used, the result of the workers
questionnaire were asked to identify workers strategies of solving language related
problems, strategies of relating the Bank with its environment and strategies of using
different languages also substantiated these customers results showing that workers
moderately perform these activities. These reflected the workers perform these activities
moderetly and could show workers did not always give attention to solve language
related problems and communicate with the customers in their daily communication
activities. Similar to this, the workers usually used the other strategies such as strategies
of attracting new customers, strategies of improving communications of the Bank and
strategies of understanding and explaining principles to solve problems realted to
languages in the Bank’s in the communication channels. Though the workers did not still
go to the maximum level of solving language related problems, it was relatively good as
compared to the other strategies. From the over all strategies in which the workers tried to
solve language related problem, it can be concluded that the language in use of the Bank
in its business communication strategies may not be comprehended by all customers. To
the contrary, scholars suggest that the language in use of an organization should be
comprehended by its customers. For example, Bisen (2009) verified that in making
business communication, the clarity of facts, ideas and opinion should be expressed in the
mind of communicator in a language that can be clearly comprehended by the receiver.

Regarding the influences of language used in the discourses of the customers/public,
some controversies could be concluded from the quantitative and data qualitative data.
The result of the qualitative data that showed all the positive saying or public discourses
which were related to the honesty of the Bank, its service coverage to the local context
and timely introduction of newly invented technological applications might enhance the
work of the Bank and shall be further extended. This might concide with the quantitative
data in which the workers usually used different strategies to solve language related
problems. On the other hand, the negative discourses that rised in the public discourses
implying as if the Bank did not give equal service for all customers and make distinction
between poor and rich, government and other bodies could violate the good names and
works of the Bank that it had in the past years.
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5.3. Recommendations

Based on the findings and conclusions reached on the previous chapter, the following
recommendations are forwarded to CBE to possibly improve the language in use of the
Bank in its communication practices in a way that it boosts effective communication with

its customers and address its objective to the public.

1. Though the Bank used only Amharic and the English languagein its communication
practices in Addis, language diversity and multilingual operations assure growth potential
and broaden a better overall quality services and sales across customers who have
different linguistic backgrounds in the business transactions of the Bank. As a result of
this, the Bank should be aware that using limited languages in the language in use of the
Bank can affect both the top line and bottom line of the business transactions of the Bank
and the expansions of new markets. Based on this fact, it is recommended that the Bank
shall use diversified languages which are based on research findings according to the
demographic profiles of the customers. When setting up communication objectives at
head of the Bank, the strategies through which it could be disseminated in different
languages in Ethiopian context shall be designed at a time and the Amharic and English
languages used in the written and spoken communication forms of the Bank should be
prepared in the way that it can effectively deliver the expected messages to the native and
non native speakers of the larger audiences and customers of the Bank. To avoid
problems related to the ways of using the language like its ligiblity, clarity and
vagueness, it should be prepared by highly qualified personnel’s in the ways that it can fit

and serve the old customers and attract new ones.

The Bank should revise about the nature of the language that may exist in the language in
use of the Bank in its communication practices during its service delivery. Lack of skills
in speech, reading and writing communication can drastically limit the overall
communication capacities and abilities of the customers to understand effectively and
efficiently in the languages used in the communication channels of the Bank. Here, it is
recommended that the language in use of the Bank should embrace the principles of good
communication techniques in any communication channels to present effective

communication and support their customers. It should be noted that lack of language
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skills can be seen to have very negative consequences to the customers’ possibilities to
access the communication networks of the Bank. Thus, the Bank should be aware that the
possession of relevant language skills can facilitate the inter-unit communication flows
and the communication networks within the business transactions of the Bank. This needs
workers’ who have different languages abilities. Added to this, with oral and written
communications, new technologies which are becoming the standard tools for the
customers lead to the needs of knowing new terms and new knowledge in mastering their
operations. Accordingly, adapting the new terminologies to the local context or
borrowing them and introducing their meaning and the complete steps of their operations
in clear oral and written languages are very vital. Thus, the flyers and brochures used to
advertise such technologies should consider the languages used in the way they could
become clear for every customer and fit to the local context. This needs experts who have
good experiences in writing and oral communications of business language. Language
use in foreign language in business administration depends on the field of business and
the nature of the stakeholder the Bank need to contact. Thus, the administrators or
managers need to speak a foreign language such as English and other foreign languages
well to create a good first hand impression to serve and negotiate with customers and
other foreign companies. Moreover, all the managerial bodies of the Bank and the
workers shall better to know how to communicate with local customers in languages

other than Amharic in Ethiopian context in Addis Ababa.

2. Communication experts who are well educated in language science are essential to
carry out most of the language related problems in the day-today communication
activities of the communication department of CBE. It is obvious that jargon words or
word selections or the clarities of the sentences used due to structural problems, workers’
inability to use different languages, workers’ lack of knowledge about the role of
language in communication and their lack of language skills to use the language
according to the local context can create language related problems. As language plays a
central role in communication, the Bank is expected to know about the jargon words
clearly and then have a confident on how to consciously use international business
concepts and other cross cultural ideas to the local knowledge by avoiding the jargon

words or clearly using them in the local contexts in the way that its customers can

219



understand. To implement this into practice, it is important to create awareness of the
workers on how to use a language without replacing one by the other, learn other
languages other than their mother tongue, how to deliver messages in using selective
words and persuasive sentences and use a language according to the local context. To fill
a gap of language and communication competence in such a context, a large market in
language/communication training is important for CBE. This kind of language related
problems can be solved by preparing materials that introduces the business languages of
the Bank and giving trainings for the workers of the Bank in collaborations with language
institutions. As far as the trainings are concerned, it is important to give training in
language for special purpose as a logical sequence of creating work-relevant language
programs for the Bank to provide benefits of easy communication with its clients or
establishing language training center under the communication departments. This can

bridge the language related problems gap between the Bank and its customers.

3. In using different channels of communications, effective knowledge of speech and
written communication is necessary in discharging the business communication of CBE
to establish mutual line of understanding between the Bank, its customers and the
public’s. In face to face communications, the workers of the Bank are needed to adjust
themselves to use consciously verbal means of communications in words and non-verbal
means of communications in body languages such facial expressions, eye contacts,
smiles, gestures and postures. The workers of the Bank are expected to treat the feelings
of their customers than their feelings and should know that in face to face
communication; they are expected to have strong psychological makeup. They should
aware that they may face challenges during their communication events but get ready to
tackle these challenges. Similar to this, in the modes of oral and written electronic
Medias, the language of persuasion should be employed to help the Bank and advertise
its products and activities. Added to these, in the written communication of the Bank, it
should identify paralanguages like colors, pictures, diagrams, graphs, charts, flow charts,
signs and signals which can be understood by the Bank and use them depending on the
language understanding of their customers or the public. In favor of two-way
communications, the Bank can use social media for its business communication in

exchanging of information which supports arguments from the customers in proclaiming
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positive outcomes to reach large audiences in its communication engagements. Thus, in
all the forms of modes of communications, the Bank should make environmental
scanning and use the verbal and no verbal languages which can give meaning to the

customers and public according to their cultural environment.

4. CBE should pay more attention to languages for better business administrations and
expansions. It should consider the knowledge of the customers in terms of their language
abilities and cultural norms to foster its business transactions with any customer. To
implement this into practice, the best approach is to identify those customers with whom
the business is involved and prioritize the relevant language skills and the languages that
should be used by the Bank. Regarding this, the Bank needs to urge and use different
languages and cultures. Accordingly, it is important to make aware and encourage the
workers of the Bank to broaden their interactions or communication activities with people

from different cultures and languages in using various modes of communication.

5. The workers need to be aware of the importance of language competence in their
creations of good relationships among themselves and their customers. They should know
that lack of good communication capacities due to language skills can highly affect the
business transactions of the Bank. Therefore, the workers should understand flexibility in
using language is highly desirable in business transactions of the Bank as the language
uses of the customers are highly changing. If it is so, workers should be aware that
language in use of the Bank must be up to date to meet the need of the customers. As
language reflects a world view shared by its speakers; hence, between the workers and
the customers, workers’ proficiency in different languages contributes toward enhancing
the business capacities and opportunities in the Banking system. Thus, as the Bank has
customers who have different linguistic backgrounds, the workers need to have different
communication strategies upon which they allocate sufficient and relevant linguistic
resources to assure and solve language problems in their routine communication practices
with these different linguistic groups. They should use the language as proactive
instruments to build the positive image of the Bank in the minds of the public using
different strategies to the maximum requirements and improve the language in use of the
Bank.
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6. It was assured that CBE had developed some positive images in the discourses of the
public like its honesty, coverage of branches, becoming sources of development and
using up to date technologies. From the discourse analysis of the language in use of CBE
in its communication practices at the crossroad of theory and commercial practice, it is
important to make the officials of the Bank and policy makers aware of the profound
transformations that need language skills and accountability in how one should use
language. Thus, the government should consider promoting these positive attitudes of the
sayings of the public in their language use through mass Media and support of the
workers’ language use in their workplace. On the other hand, the Bank should also
consider the negative discourses from the public saying in its language use. From these
points of view, it is recommended that the Bank must recognize and acknowledge greatly
the efficacy of language use that enhances the image and reputation of the Bank for its
growth and development in building mutual understanding, confidence and sustenance of
good and long lasting relationship between the Bank and its publics by avoiding negative
discourses. To achieve this goal, the Bank should utilize the most appropriately,
adequately and effectively/efficiently used languages in its communication practices to
easily realize and actualize its desired goals and objectives. It is also recommended that
other researchers should further work on the implementations of language use in the

multicultural set of business communication in CBE.
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Appendices

Appendix A: English Version Interview Guidelines for Officials and Experts

Please introduce yourself?
1.

Personal details asked: Age, place of birth, language ability, work experience and

qualification and field of study.

What communication channels do you develop to communicate and serve the interest
of your customers at your bank? How do you use language to deliver your message to
your customers or public effectively in these channels? Can you provide examples of
the nature of the language used that facilitated communication in this aspect? Are
there any opportunities or difficulties that you faced in doing so?

How does your bank keep its promises using clear languages in these different
communication channels with different stakeholders? What are some other challenges
that you face in your bank to create communication in using these communication

channels in your language use? Are there any more challenges that you come across?

In there any challenge that differentiates your bank and its services from competitors
in your communication practices in terms of your language use? Is there any

challenge that you come across in such a context in your communication?

How do the characteristics of your organizational language use affect the
relationships between your bank and your customers or the public? In introducing
your new products, what difficulties do you think that your customers come across
from? By what means of communication channels do you make this more effective

to your bank?

What models of communication do you use to attract the public toward your bank?
How do you think that your workers maintain a long-term relationship with your
customers in using promising languages? Is their context in which the Bank makes

research or give training for its workers on communication?
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7.

10.

11.

12.

How do you think that the effectiveness of your workers’ language uses can promote
your communication practices to secure the effectiveness of your communication
models? Regarding this, to what extent do you think your organizational culture

influences the public?

Do your workers have the competence in which they use words /phrases/
sentences/expressions that they use to make them your permanent customers?
Regarding this can you describe anything that your bank has done to treat the public
fairly and justly? Is there anything that you feel your bank didn’t treat the public
fairly and justly?

It is clear that knowing different languages and communicating with you customer/
public to the level of his/her understanding is good in your business communication.
Regarding this, how do you treat the customers of the Bank? How do you think that
the workers of the Bank treat the customers? Is this is considered when you hired

workers or were hired as a worker for this bank?

From the language in use of your communication practices, do you have any
information about the public saying about your bank in their discourses? What are the
positive ideas that you have heard from the public discourses? Have you ever faced
negative ideas in the public saying about your Bank? How do you make counter-
attack toward such negative sayings to change them toward positive ideas in your

communication strategies?

What do you think that good communicator should know in their language use during
their communication with the public? How do you evaluate your organization’s
communication capacity in this aspect? Please describe any unique characteristics or
attributes of your bank or its services that you feel would be newsworthy in using

languages? Concerning this, does your organization has clear cut language polices?

Is there anything you would like to add?
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Appendix B: Amharic Version Interview Guidelines for Officials and Experts
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Appendix C: English Version Interview Guidelines for Customers

1. Please introduce yourself?
Personal details asked: Age, place of birth, language ability, work engaged in, and year of

experience as the customer of the bank, and educational background.

2. What strategies does the Bank use to communicate in its creation of a smooth
relationship with you? Does the Bank communicate with you in the ways that you can

understand each other using these strategies in simple language? How?

3. Can you describe why you choose to become the customer of CBE in comparison to
other Banks in your relationships due to the easy ways of the nature of language use of
the Bank? Do you mean that the Bank does not make any difference in its language

use?

4. Are there any particular language characteristics of this bank which influence you in its
communication practices? How do you describe this in its using the language that you

understand to your level?

5. Does the language the Bank uses give you an opportunity to communication with the
workers of the bank? How? Are there any other problems that you face in relation to

language use?

6. What are the main challenges of communication that you encounter from CBE? How
does the Bank insist on to solve such a problem with you in its communication? Do the
channels of communication that the Bank uses have their own drawback in facilitating

the communications of the Bank due to its language use?
7. How confident are you in that the bank can accomplish what it says it will do? Can

you give me examples of why you feel that way?

8. Do you think that the employees of the Bank have good competence in which they
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explain about the business of the Bank in precise and clear language? How do you
express this? Do you think that these workers don’t have any language competence? Is

there any impact that this made upon you not to become the customers of CBE?

9. What do you say in your discourses about CBE? Do you think that CBE is more honest
than the other private Banks? Do you believe that the bank is attentive to what the public
say in their discourses so that find solutions in a counter attack to change the public

sayings? How?

10. Describe how business communication channels of the bank helps to motivate your

job satisfaction.

11 Are there any strategies through which the bank directly makes face to face
communication with you in its current communication practices program? How? If not

why do you think that it does not do it?

12. Is there anything you would like to add?
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Appendix D: Amharic Version Interview Guidelines for Customers

ALTINET PPl PPA ool b avanl @
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Appendix E: Profiles of Officials and Experts for the Interview Sessions

Code of the | sex | Age | Work Educational | Language ability Remake
respondent experience | background

Ambharic | English | others
BM1 M |54 |32 BA 4 4 X
BM2 F 55 |33 BA 4 4 X
BM3 M |33 |11 MA 4 4 v
csm1 M |36 |12 BA 4 4 X
CSM2 M |29 |11 BA 4 4 X
Ccsm3 F 26 |6 BA 4 4 X
CsSM4 M |35 |5 BA 4 4 X
CSM5 M |35 |9 BA 4 4 X
CSM6 M |44 |14 BA 4 4 X
Ccsm7 M |36 |6 BA 4 4 X
Ccsms M |43 |25 BA 4 4 X
EXP1 M |42 |16 BA 4 4 X
EXP2 M |40 |25 BA 4 4 X
EXP3 M |39 |17 MSC 4 4 v
EXP4 F 35 |16 BA 4 4 X
EXP5 M 46 7 MSC 4 4 X
EXP6 M 34 13 MSC 4 4 X
EXP7 M 47 28 BA 4 4 4
EXP8 M 56 36 BA 4 4 X
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Appendix F: Profiles of Public Servant, Merchants and Others for the Interview

Sessions

Code of the | sex | Age | Work Educational | Language ability
respondent experience | background

Ambharic | English Others
PS1 M 33 11 BA 4 4 X
PS2 M 36 15 MA 4 4 X
PS3 M 29 7 BA v v v
PS4 F 40 20 MA 4 4 4
PS5 M 50 31 MA 4 4 4
M1 M 44 14 BA 4 4 4
M2 M |47 |24 Diploma v v v
M3 M 29 7 BA 4 4 4
M4 M |34 |13 Diploma v v X
M5 F 35 10 BA 4 4 4
M6 F 27 8 certificate v v X
M7 M 55 32 BA v v v
oc1 M |43 10 Certificate v v 4
0oc2 M [25 |9 Diploma v v X
0oc3 M [28 |8 Diploma v v X
0c4 F 43 |5 Diploma v v 4
0cC5 F 26 |7 Certificate v v 4
0cCe6 M [39 |6 Diploma v v 4
oc7 M |42 |9 Diploma v v X
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Appendix G: Summary of English Interview Version Transcriptions from Officials’

Interviewee

1. The nature of language use of CBE

The researcher: What communication channels do you develop to communicate and

serve the interest of your customers at your bank?

Branch and customer service managers: We use different channels of print and
electronic Medias to address our business messages to our customers that we assume can
fit to the current situations and goes with some international standards in the written and

life transmission communication forms to our customers.

Experts at head office: We use print Medias, electronic Medias and face to face
communication which have varieties’ and modernity to deliver our business

communications.
The researcher: Ok. May you list the names of these channels of communication?

Branch and customer service managers: There are many print Medias such as
brochures, flyers, posters, billboards, journals and magazines that we use for our
communication purposes. Added to these, we use electronic Medias like radio, television,

ATM and mobile banking that can facilitate communications for our customers

Experts at head office: We use radio program, TV program, magazines, journals and

different brochures as communication channels of the Bank

The researcher: How do you use language to deliver your message to your customers or

public effectively in these print and electronic Media channels of communications?

Branch and customer service managers: We use the language that we feel our
customers will understand. Actually, the language that we use may not be easily
understood by everybody, but we expect that they ask us if they fail to understand it. For
example: -we use some technical words that actually go with banking in our channels of

communication and our customers may not understand these words and products that we
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use for payment like internet banking, mobile banking, ATM and the likes but we feel
that they gradually adapt it. The nature of the language used to introduce these electronic
Medias may not go with Ethiopian culture as they are borrowed from technologically
advanced countries. Thus, there are instances in which the clarities of the languages used
may not be clear for the customers. We believe that there are some people who cannot
easily understand our language due to our specific field areas. But, we expect that the
customers should adapt themselves to the new terms. Added to these, there are instances

in which we cannot easily access the electronic and print Medias for all our customers.

Experts at head office: We use technological languages as we browwed them but try to
translate the other forms of languages to fifteen different Ethiopian languages for the 15
districts that we have but use only Amharic from the Ethiopian languages in Addis
Ababa. We actually use technological words without making any adaptation feeling that
the English jargon words are better than their Amharic equivalent. We try to write these
words in different print Medias using different colors in our brochures, flyers, posters and
billboards. For some of our electronic Medias, we use only English language because this
language is international language. However, we use short phrases and abbreviations for

some technical words. In case when we use sentences, some of our sentences are long.

The researcher: Can you provide examples of how your bank has used to make

communication in this aspect?

Branch and customer service managers: In some instances, using only English
language can easily facilitate our communication with international communities and
there are contexts in which this makes also easy communication for some literate
customers too. However, as majority of our customers are far away from technologies,
there might be instances in which the customers do not use the electronic and print
Medias to serve themselves as they may not easily understand them due to the nature of
the language used. Regarding these, inconveniences may also be created for majority of

the populations who are illiterate or not well educated.

Experts at head office: Actually, there are situations in which the nature of our language

use is convenient for few customers, but not convenient for majority of the populations
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who are living in rural areas. But for our customers who live in the towns, there are times

when the customers are guided by the nature of the language used and help themselves.

The researcher: Are there any difficulties that you faced in doing so?

Branch and customer service managers: Yes, there is time when the customers do not
know what they should do by attending the messages of the print or electronic Medias of
the Bank. The customers sometimes fail to understand the instructions given on our print
Medias and languages used by our electronic Medias and the products like ATM, mobile
banking and pose machine. Other than these, really, some customers are not interested to
use some brochures and flyers as they are monotonous and not written in short phrases
and sentences. We can face many challenges but we feel that the customers should adapt
the nature of the language we use. For example, in some instances, the print and
electronic Medias are not prepared in the way that they serve the blind people but assume

that these people may ask help for people who are not blind.

Experts at head office: After we have prepared our materials, we face contexts upon
which the meaning of the words and sentences and the messages that they want to deliver
is not clear. In most cases, as we use only Amharic and English, there could be many

difficulties if the customers may not know these two languages.
Influences of language use related problems

The researcher: How does your bank keep its promises using clear languages in its

different communication channels with different stakeholders?

Branch managers and customer service managers: Our Bank has relations with
different stakeholders like Ethiopian electric power and telecommunication. With these
stakeholders, we try to make good communication in using good languages that we use in
the context of our culture. We use formal languages to facilitate our communication
systems. But, when we come to some scientific contexts, we face difficulties in using
business words. In addition to these, there is time when we face internet failure and

electric power disconnection. In these cases, we face language related problems on how
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to explain the problems to our customers. There are situations in which our workers do
not use formal and clear languages. There are instances in which some workers become
too informal and use mixed languages that cannot be easily understood by some of our
customers. Most of the time, our workers cannot easily speak Amharic and mix it up or
replace the Amharic words by English words. The managers highly emphasis that most of
the time they face barriers of communication with their customers due to diction

problems.

The experts at head office: There are different contexts upon which we keep our
promises with different stakeholders in using clear languages in our different channels of
communication. However, there is cultural gab in the business of the Bank. This gap is
usually created between what the Bank always adapts from international business law of
banking and specific Ethiopian culture. These days, the world is very dynamic that come
up with new innovation and business terminologies; however, the context of our
customers especially the illiterate one may not coup up with this context. Thus, we
always face difficulties in finding Amharic terminologies for some words. However,
there are instances in which some of our customers catch up and adapt themselves to the

new knowledge.

The researcher: What are some other challenges those force your bank to break its
promises in using these communication channels other than these language use problems

in your Bank?

Branch managers and customer service managers: In our print and electronic Medias,
the language that we use may have some challenges. As these print Medias are printed at
central level, there are contexts in which they are not written in legible and economical
ways in short phrases and sentences to easily deliver clear messages. For example, the
font sizes of some of our brochures are too small to be seen easily. Some of the sentences
are long and others are not written in simple ways to be understood equally by all of our
customers. Our communication system also follows top down strategy and we have our
own regulations. In spite of this, sometimes, the warning style of very few workers may

sometimes become out of culture. We give some comments to the communication
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department to improve this language related problems and try to advice our workers

when they totally deviated from the culture of the population.

The experts at head office: We try to make our communications more effective by using
different print and electronic Medias though we may face some problems regarding
words. However, other than these, we have also language related problems that we have
had in our communication departments when we translate about the advertisement of our
products from English to Amharic and other Ethiopian languages. These may be resulted

in unclear sentences, contents and ideas.
Language Use-related Problems in the Communication Practice of CBE

The researcher: What are some other challenges that you face in your bank to create

communication in using these communication channels in your language use?

Branch managers and customer service managers: CBE’s channels of
communication are usually centralized from the top to the bottom. This centralism has its
own advantage and disadvantage. In one aspect, it is good in that it makes all the means
of communication uniform. But it is not good for that the communication channels cannot
serve the interest of the diversity of the population we have in the city. We also
understand that the language we use is repetitive and this repetition may become
monotonous in our work. Some of our workers do not show bright face to our customers
in our face to face communication. Some workers have a kind of arrogant approach in
which they don’t treat our customers in good approach in face to face communication.
Moreover, the fact that using unclear Amharic language in TV program may also been

the challenges encountered in the communication channels of the Bank.

The experts at head office: We disseminate our communication from the center.
Because of this, we do not get immediate feedback from our customer and even if we
get feedback, we get it indirectly. Though we communicate and disseminate our
information uniformly, lack of immediate feedback is one of the problems in the
communication channels of CBE. In addition to this, some means of communications

such as press release and press conferences was limited to Amharic that didn’t have
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standard in its spoken and written forms as we don’t have clear language policey in this

country.
The researcher: Is there any more challenges that you come across? Do you state some?

Branch managers and customer service managers: Yes, they are more challenging
situations. To indicate some, the one way means of communication that goes from top to
bottom strategies of using different communication channels had its drawback. For
example, there is situation in which we come across foreigners who do not know English
or Ethiopian customers who do not know Amharic at all. In this case, we will face
problems of communication and there is time when we want another person who knows

the language of the customers but some time fail to find any.

The experts at head office: Understanding English or Amharic may be problem for
some customers. We feel that the customers can adapt to these two languages. But there
is time when our customers fail to do so. Therefore, for the future, it needs to be
considered. In addition to this, as most of the means of communication depends on
technological innovations, there are also challenges when the communication failure

comes due to connection problems.

The researcher: In there any challenge that differentiates your bank and its services

from competitors in your communication practices in terms of your language use?

Branch managers and customer service managers: Our Bank always took the first
hand information to introduce new technologies. However, we are not easily managed
and acquaint the new technologies to all of our customers as we are serving all Ethiopian
people from corner to corner. Thus, it becomes difficult to us to serve all these customers
in all the Ethiopian languages.

The experts at head office: Yes, we open branches in each region and district with in the

distance of few kilometers to reach our people. We feel that we always make differences.

The researcher: Is there any challenge that you come across in such a context in your

communications?
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Branch managers and customer service managers: Yaa, at the beginning, our
customers are not voluntary to accept the new technologies. Many of our adult customers
feel that the use of modern technology has attachments with evil spirit. This is very

surprising and takes us sometimes to convince them in our communication.

The experts at head office: Yes, it is inevitable that you come across challenges in using
new technologies. The challenge is that it takes us sometimes to introduce the new
technologies. In addition to this, some customers do not easily acquaint themselves with

the new technologies.

The researcher: How do the characteristics of your organizational language use affect
the relationships between your bank and your customers or the public?

Branch managers and customer service managers: We felt that our organizational
language use has affected the relationship between our organization and our customers in
some ways. The most important point was that we didn’t make any need analyses for our
language use. As a result of this, our customers felt difficulties of understanding the
language use of some of our communication channels like TV, ATM and other electronic
Medias.

The experts at head office: CBE gives service for its customers in a wall mannered
ways. As much as possible we always work to make a difference. But, the choice of the

language used was not based on the interest of the customers.

The researcher: In introducing your new products, what difficulties do you think that

your customers come across?

Branch managers and customer service managers: As we introduce new technology
from Western culture and the business that we make in our Bank has an international
concept, most of our customers may fail to understand us. Actually, our language is
world business language that takes the customers sometimes to introduce him/herself
with it. For some customers, it is also difficult to understand the bureaucratic system of
the Bank.
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The experts at head office: The culture of our organization may not be easy for the
majority of our customers. They may not understand easily the languages that we use.
Though the Banking is working on it, at this time there is shortage of using different
languages to our products according to the local context. Our customers may face
difficulties when things may not be according to their local context. For example, our
saving style is in cash, but our customers have the saving styles that they make in kind.
Our customers may not make face to face communication for all their needs and they
sometimes fail to precede their communication in writing about their affairs

independently.
Employees’ language competence

The researcher: What mode of communication do you use to attract the public toward

your bank?

Branch managers and customer service managers: We use different modes of
communication to attract our customers toward our bank. We make face to face
communication. In addition to this we also use TV program to introduce different

products.

The experts at head office: We use different electronic Medias, print Medias and face to

face communication.

The researcher: How do you think that your workers maintain a long-term relationship

with your customers in using promising languages?

Branch managers and customer service managers: There are controversies. There are
good workers who have good language competences to attract new customers. However,
there are also unethical workers who disappointed the customers during their
communication. It should be made clear that even if there are some outstanding and well
mannered workers, there are also workers who do not act culturally and miss treat the
customers. As communication skills have their own sciences, our workers may lack some

of these skills.
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The experts at head office: We feel that our workers do their best to satisfy the interest
of our customers. However, our workers can have some language problems in their

communication.

The researcher: Is their context in which the Bank makes research or give training for

its workers on language and communication?

Branch managers and customer service managers: The Bank has research team at
head office that makes research about the business work of the Bank. However, as such a
specific research which was made on language and communication is not specifically
identified and training is not given to our workers. On the other hand, when workers are
hired, their ability of English language skill is given more emphasis.

The experts at head office: We make research on customer satisfaction, but we don’t
specifically identify language and communication and make a research on it. But we

know that language competence is important.

The researcher: Do you believe that your workers have good competence of language

and communication?

Branch managers and customer service managers: Most of our workers have the
ability of English and Amharic languages and they can speak it without any problem. But
sometimes if they come across speakers of the other languages, they may fail to
communicate with them. There are also contexts in which our workers try all their best to
attract new customers to our Bank but sometimes fail to do so when they come across big

challenges from some customers due to cultural factors.

The experts at head office: They are expected to have good competence of language and

communication, but it is inevitable that some workers may not coup up with this context.

The researcher: Regarding this, how do you think that the effectiveness of your workers
language use can promote your bank’s communication practices to secure the

effectiveness of your different communication modes?
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Branch managers and customer service managers: Our workers try their best to
promote and agitate the public in the language they could understand through marketing
department. They try to agitate them in doing so using the language that our workers feel
can attract the people. However, if our workers do not use effective language in their
communication practices, it is inevitable that the business communication of our Bank is

affected and there may be workers who cannot use effective language.

The experts at head office: The Bank has its own departments to perform different

activities. It is their duty to do so.
The researcher: Do you think that they do so in using persuasive language?

Branch managers and customer service managers: We believe they do their best, but
using persuasive language may need special training. Whatever the case, our workers try
to do their best in their communication to serve our customers. However, there are
instances in which our workers may fail to do so when they come across the customers
who do not know their language and even there is time when they fail to do so in

Ambharic language itself.

The experts at head office: This is good question. When we talk about persuasive
language, it needs another attention. In the future, we may think over it to give short term

trainings on communication.

The researcher: Regarding this, to what extent do you think your organizational culture

influences the public?

Branch managers and customer service managers: We do have marketing department
that focuses on communication. But, so far we have not given different attention on how
to use language. For the future, this may need its own attention. However, in our
organizational culture, we do not have good awareness of the detail language use and

how it can influence communication practices.

The experts at head office: In our communication department, we make a lot of thing

and we feel that we have even influenced the other bank organizations. But, what we
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have done so far focus on using the English language as our main working language and

our workers may not be effective to the maximum levels which is expected from them.

The researcher: Does it mean that your workers do not have the competence in which

they use words /phrases/ sentences/expressions that they use to pressued customers?

Branch managers and customer service managers. | Our workers try to communicate
with the customers and try to communicate with the public in many ways. They try to
communicate with all the customers in polite ways. But, at branch level, nothing is
different that workers do to treat the customers or agitate them to make them permanent

customers. Everything we do is given to us from the central office.

The experts at head office: As much as we can, we guide our entire branches to make
smooth relations with all the customers and the public. We hope the managers guide the
workers as we give them some brochures and flyers and the workers have the language

competence in which they agitate the public or customers to understand about CBE.

The researcher: Do your workers have different talents in which they satisfy the interest

of your customers and attract new ones in doing so?

Branch managers and customer service managers’] As we said, most of our workers
try to satisfy our customers in all the possible ways that they can do. But, we cannot dear
say that they do it in special ways. Most of the workers are not the graduate of language.
They are graduates of economics, management, accounting, marketing and other fields
related with finance. This may need training in language and communications. Most
workers are also young and their approach may not sometimes feet with adult and old

people. They usually fail to use formal languages.

The experts at head office: It is expected that they do have. But we haven’t particularly
focus on language and communication and made research to identify the communication
practices of our workers. This may need to make a research on it. But, some workers may
not have good cultural knowledge to communicate with some customers according to

their norm.
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The researcher: Is there anything that you feel your bank’s workers didn’t treat the

customers equally and fairly?

Branch managers and customer service managersi] We might not clearly see while
they treat unequal and unjustly while they were serving the customers. But, it is
inevitable that there are contexts in which they may not equally and fairly treat all our
customers. For example, we have special windows in which we treat our premium
customers who accumulated a large amount of money. Some of our customers might
murmur for this when they are waiting for their turns. Added to this, some of our workers
may also miss treat some people and make a difference between customers whom they

know and do not know.

The experts at head office: According to the norm of the Bank, every worker should
treat all the customers fairly and justly; however, this may not be done equally by all
workers. There are times when the workers treat their customers depending on the
amount of birr they have saved and the frequencies of their coming to their branch.

The researcher: How do you treat your customers?

Branch managers and customer service managers’’ As much as we can, we treat our

customers in equal manner. But all of our customers may not feel in such a context.
The experts at head office: We do all our best to satisfy our customers.

The researcher: What about the other workers of the Bank? Do they know different
languages so that they can communicate with customers who have different language

abilities?

Branch managers and customer service managers’] Most of our workers are Amharic
language speakers and do not have good abilities in speaking other Ethiopian languages.
But there are also speakers of other Ethiopian languages. When the workers come across
the customers who do not know Amharic, they refer to other workers who know their
language if there is any. But if there is no worker who knows the customer’s language,

the worker will try to communicate with him including using symbolic languages.
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The experts at head office: All of our workers know Amharic; so that they communicate
using this language for Ethiopian customers. For foreigners, they use English. They do
have the ability to communicate in these two languages. Basically, there can be workers
who may not have high performance of using these two languages.

The researcher: Do you have any form of check and balance of language related

problems that may become an obstacle to your work?

Branch managers and customer service managers(] As such the Bank has no way of
following up the language problems of the workers. But there is a believe that the

workers can perform their tasks in using Amharic and English languages.

The experts at head office: We believe our customers can understand Amharic to be
treated as customers in any Branch of CBE. For the branches that we have in some
regions, we use the regions languages and hire workers who know that language. Thus, in
Addis Ababa if the workers have good ability in Amharic and English, these might be

enough.

The researcher: Do you thing that the workers can use the Amharic or English language

that they use to the level of the understandings of the customers?

Branch managers and customer service managers’] We do not have language experts
and we may not expect high performances of their language abilities in Amharic and
English from them. But they may use these languages for the communication purposes.

The experts at head office: We believe that our workers can use Amharic and English
language with the speakers of these languages. But in case, if they may come across
speakers of other foreign languages, they may fail to communicate with them. Majority

of the workers do not know other foreign languages.

The researcher: Is this is considered when you hired workers or were hired as a worker
for this bank?

Branch managers and customer service managers_| The hiring of the workers are

usually held at district level. But, their language ability of English is considered.
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The experts at head office: The language ability levels of the workers are considered

when they are hired; but special attention is only given to English language.

The influences of Language Used in the Discourses of the Customers/Public on
CBE Business Acitivitis

The researcher: From the language in use of your communication practices, do you have

any information about the public saying about your bank in their discourses?

Branch managers and customer service managers(] The public can say many things
from our language use. This can be seen from two dimensions which they express either

positively or negatively.

The experts at head office: Customers can say many things as all people may not have

similar ideas.

The researcher: What are the positive ideas that you have heard from the public

discourses?

Branch managers and customer service managers] Most of our customers believe in
what we say. We have the motto that says “Commercial Bank of Ethiopia, The Bank You
Can Always Rely on,” We advertise this in all our documents. Some of our customers see
this positively. As they deposit their money in our bank and work with us by taking loan
from our Bank, they believe in our being honest. They run their business by the loan they
take from us and truly they believe our words. These kinds of customers become our

regular visitors and do big investments with us.
The experts at head office: Though we do not expect every positive saying from all the

customers, we feel that as CBE give loan for big investments, we hope that some of our

customers will understand this.
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The researcher: Have you ever faced negative ideas in the public saying about your
Bank?

Branch managers and customer service managersi] We have many customers. As a
result, when we give service for our customers, most of them complained that CBE is
busy. From this context, they may prefer private Banks. There are also some customers
who assume that the Bank should give loan as they want and when they fail to get the
loan, they may complain for their not getting the loan. This kind of customers may see

what the Bank says negatively.

The experts at head office: We simply hear some sayings that the public say like CBE is
the oldest Bank, but slow Bank and some people who may not get loan complain as if the

Bank services the interest of the rich for their not getting loans.

The researcher: How do you make counter-attack toward such negative sayings to

change them toward positive ideas in your communication strategies?

Branch managers and customer service managers(] as such, there is no any counter
attack that we make in words. But we improve comments that we get in our suggestion
box. The negative saying that we hear is only found in public discourses. We believe that
our customers will understand us from what we do and stop such saying; otherwise, we
don’t give any responses for these sayings as counter attack in any form our channels of

communications.

The experts at head office: We feel that the public or our customers will stop these
negative saying after sometimes. But we were expected to respond to them in our
channels of communications like our TV program for this kind of negative sayings. This

needs our improvement of our communication strategies.

The researcher: From these perspectives, what do you think that good communicator

should know in their language use during their communication with the public?
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Branch managers and customer service managers(] Regarding this, it is important to
have good awareness about language and communication. From the interviews held about
the use of language in the Banking sector, we have understood that we are expected to do
a lot. Good communicators need to know many languages and how to communicate in

these languages with its customers.

The experts at head office: We are trying to do many things at head office; however,
now we get good awareness to give more attention for the language use and we are
expected to use selected words and sentences that can attract our customers in all our

channels of communication.

The researcher: How do you evaluate your organization’s communication capacity in

this aspect?

Branch managers and customer service managers( ] Well, we have done our best, but
we feel that the words or phrases or sentences that we use have connection with general

business ideas and we are expected to contextualize them according to our culture.
The experts at head office: The Bank has done a lot to improve its communication

strategies. But, we need to work a lot in using different languages of the customers to

become good competitors and model for the other banks.
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Appendix H: Summary of Amharic Interview Version Transcriptions from

Officials’ Interviewee

NPCTImG 6 AONLET: PLINET AIANNT ¢ ANRLETS Q70
PPGm, avlf (o CEO0VT QAoo- PP IC PHLET FPA oom PP
ITmINe

CATCX L 798 OFh PRI AP PI° QUC L

ATZa.: - 10702 CLINT 27 AT A“PINIAGS T4 V71T AvemC
LA A0 aohao T (HLPT) 9°7 9°7 TFa.?

PPCTMET PRINTT AIANWT 6 RANPET:- CRINGCTTTT LA
AN OTALE PRAMNGS ChARTCLAN  PUVTTIT ovQan(T
ATPTINTG:: LUTIIC AGTRCD W&INEFTFT 05 IC 20 1P4P LUt
AT, (N"1L4 N6C old AT oA ALTONEFTT  AT1%940
A7PNE07:: DATTYY® AA CEANAT AWIANCTT (Qoomdd® PQ707
TN 2COT ALTINEFTT AT1940 A FPPNENT 1
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ol STt IC  ALS  LTAA NAT PUUSANT@? P HALE  PA G
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PH00F QAo PPTF:-PL L0 T(ECVLI: PEMONT TEVI: v dh Tz
PCSATS NCACT7 A7 Qe CAA®E CFO0NVF avaoC
ATPIN T
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Appendix I: Summary of English Interview Version Transcriptions from

Customers’ Interviewee

1. Natures of language use of CBE
English version Interview with customers (Merchants, public servants and others).

Researcher: What communication strategies does the Bank use to communicate in its

creation of a smooth relationship with you?

Customers (Merchants, public servants and others): The bank uses different
communication strategies to communicate with us. The Bank addresses its business
communication using different channels. It uses brochures, flyers, posters and TV
programs to communicate with us. They also give us receipts for the money that we
deposit. The Bank also makes face to face communication with us and agitates us to save

money in CBE.

Researcher: Does the Bank communicate with you in the ways that you can understand

each other using these strategies in simple language?

Customers (Merchants, public servants and others): It all depends upon the situation.
Sometimes we understand and sometimes we fail to understand clearly how the Bank

uses the language.
Researcher: How and what is the nature of the language used?

Customers (Merchants, public servants and others): Some channels of
communications of the Bank are only written in English. We don’t understand the
English language the Bank used. Sometimes we don’t understand the words and figures
they use. Added to this, some documents are not legible to be read. For example, the
written documents like ATM receipt and receipt for money transfer are only written in
English and they are not legible to be read. In addition to this, some brochures are long
and time consuming to be read. They are not written in attractive ways in short sentences

and selective words.
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Researcher: Can you describe why you choose to become the customer of CBE in
comparison to the others in your relationships due to the easy ways of the nature of

language use of the Bank?

Customers (Merchants and public servants): The Bank has no different things to be
chosen for as compared to the other Banks due to its nature of language use. In Addis
Ababa, even we don’t have the choice of other languages except Amharic and English as
other banks do. We choice the Bank because it is available ever where and the
government has made some structures in which we should only use CBE in our work. It

is also better than the other Banks in its technological advancement.

Researcher: Do you mean that the Bank does not make any difference in its language
uses?

Customers (Merchants and public servants): Yaa! But CBE use different Medias like

TV and different brochures better than the other Banks. These may be the only

difference.

Researcher: Are there any particular characteristics of this bank which influence you in

its communication practices?

Customers (Merchants, public servants and others): Really, you can get information
about CBE from multidimensional strategies but due it its communication practices

something very different hasn’t been observed.

Researcher: How do you describe this in its nature of language use in the way that you

understand in your standard?

Customers (Merchants, public servants and others): The Bank uses similar ways of
communications for all its customers. There is no way in which the nature of the
language uses of the Bank becomes different according to our context. All the channels
of communications are used equally for all customers. All the technological words are
also used similarly for all people. In most cases, the nature of the language used is not

contextualized. We also fail to understand quickly about the new concepts of these
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technologies. Mostly, there is also no time when the Bank takes time and tells us about
the new concepts and on how we can run our business or save our money and clarifies for

us with justifications in using these technologies.

Influences of language use related problems

Researcher: Does the language of the Bank give you opportunity to communicate with

the workers of the bank?

Customers (Merchants, public servants and others): It is really difficult to answer this
question. There are contexts in which we get opportunities and we don’t get opportunities

in doing so.
Researcher: How?

Customers (Merchants, public servants and others): There is time in which the Bank
facilitated communication processes to urge us to save money in the Bank. The Bank
usually does this by agitating us in face to face communication by coming to our work
place, our organizations, market places and bazaars. In this case, we get good opportunity
to know about the Bank and savings. We acknowledge this as the Bank comes to the
place where we are and we have also opportunities to ask some questions that we want.
To the contrary, there are also problems that we face when what the workers say and the
Bank does miss-matches. For example, there is time when we don’t use our ATM and
withdraw money due to connection problems. But they urge us to use ATM as if it makes
payments easy and save our time. In addition to this, even when there is no connection
problem, we queue up for a long time to wait for our turn. Added to this, we cannot
withdraw the amount of birr we want as the ATM service sometimes become out of
work. These confuse us because what they say is not practically seen on the ground.
Added to this, the ATM service does not give us the amount of birr we need as it only
gives limited amount of birr. Sometimes, we also fail to understand what the workers say
because we cannot easily understand the workers language. Only few of us know some

of the words the Bank use.
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Researcher: Are there any other problem that you face in relation to the Bank’s language

use?

Customers (Merchants, public servants and others): Yes, some workers are reluctant
to serve us according to our interest in using the language that we can understand in
their communication practices. It is very difficult to say that they use Amharic language
correctly. Sometimes, it is also difficult to understand the way they speak. Most of the
time they use English words in place of Amharic. This makes us fail to understand the
central ideas of their speech. In some cases, some of the words that they use are totally
out of our knowledge.

Researcher: When you face such a context do you ask the workers for any

clarifications?

Customers (Merchants, public servants and others): We will do by murmuring but
even when they continue in explaining about their ideas, the difficulty is that some ideas
that they try to tell us is quite new idea that we cannot understand and they also could
not explain to us in the way that we can understand them. For example, they are telling
us about the names of technological products that we cannot totally understand. We can
hear for some of their sentences but cannot understand their main ideas as they are
vague for us. In the other cases, they use monotones words or sentences or ideas
repeatedly and we are fed up to listen to such kind of statements. In all these kinds of
cases, we don’t have time to talk with the workers and they also don’t want to stay with
us for a long time to explain the context. Rather, when they make face to face
communications, they use short time with us and pass by to the other customers for their

business agitations.

Researcher: In this kind of contexts, what do you think is the main problems of the

Bank in its language use?

Customers (Merchants, public servants and others): From these perspectives, the
problems of the language use of the Bank are immense. First, the Bank did not consider
our cultural background in its language use. It uses the same language for all of us. But

we have different levels of understanding. For example, we cannot easily understand
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some words/phrases or sentences that the Bank use in its TV program. What we see in
such a program is not easily understood according to our culture. The same is also true
for some words/phrases or sentences that are used in its different print Medias. In
addition to this, we are not easily accessed for some print Medias. It is also difficult to get
easily some technological products. Generally, in most instances, we come across
language related problems in most of the Bank’s channels of communications that we
cannot easily understand, but work with the Bank as it is a state bank and can be relied

on.
Researcher: What are the main challenges that you encounter from CBE?

Customers (Merchants, public servants and others): There are some challenges that
we face in the communication practices of CBE. The way the Bank form its
communication strategy is top down. It is very difficult for us to talk with higher official
if we want to get loan or any means of money transactions. This communication stratgy is
one of the big challenges that we encounter in CBE. The other challenge that we come
across in CBE channels of communication is system problems. The Bank adapts different
forms of business concepts and money transaction to make worldwide communication.
For some of us, it is very difficult to cup up with this context and understand these
business ideas. As a result of this, we don’t use most of the advanced ways of business
communication that the Bank uses. Added to this, these business concepts and money
transactions which are used in advanced ways are not easily accessed by many of us.
Even in some instances, the business concepts which are used by the Bank are also not
inclusive. For example, when we go to get service, they don’t treat all the customers in
equal way. They have opened special windows for some customers whom the Bank
called premium. In some cases, the languages used in the service giving windows are
limited to few languages and most of us could not use when the language becomes only
English. However, the Bank itself gives us service in such a context but we prefer if we

use ourselves.

Researcher: How does the Bank insist on in its language use to solve such a problem

with you in its communication practices?
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Customers (Merchants, public servants and others): The Bank introduces its products
in different occasions. They introduce their products in all the public gatherings, market
places and sometimes make discussion with us to attract us and make to know all the
system of the Bank. But the problem is that this kind of introduction needs to be given
attention. However, as we go to the place where the Bank makes introduction of its
products for our purpose, we don’t give much attention for what the Bank is doing and
even we don’t have time to listen to what they say. This is the challenge. The Bank has
also TV program where it introduces all about its business products. However, as we said
before, due to its language use, it is a challenge for us to easily understand the business
concepts that the Bank wants to deliver. There is also time when the electric power is off

while we are listening to the program and this is another challenge.

Researcher: Do you mean that the channels of communication that the Bank uses have
their own drawback in facilitating the communication practices of the Bank due to its

language use?

Customers (Merchants, public servants and others): Yes: some of the communication
problems of the Bank that we face in the communication channels of the Bank arise from
electric power and connection problems. These are problems from external factors. But,
due to the ways in which the Bank uses language, we face many problems. Among the
major problems, the Bank over weighs using foreign language (English) rather than
Ethiopian languages. For example, in some electronic channels of communication of the
Bank, we don’t get much chance to use them in Amharic. Almost they are prepared in
English and do not adapted to Ethiopian contexts. As a result of this, we cannot use them
properly where we cannot understand the English language used. In addition to this, it is
also difficult for us to get the central ideas of the Amharic print Medias. For example,
most of the brochures written in Amharic are written intensively with small font size that
cannot easily be read in a short time. As they consume our time to read and not attract us,
we are not interested to read them. In addition to this, we cannot access enough copies of

these print Medias.
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Researcher: What are the main difficulties that you face in the language use of the Bank

as customer?

Customers (Merchants, public servants and others): As customers of the Bank, there
are some difficulties that we encounter in the language use of the Bank. The Bank is
business organization. As a result, we expect special treatment when we work with it. To
the contrary, there are instances in which we are not normally treated as customers in the
service delivery of the Bank. For one thing, the Bank always insists us to save money
where majority of us can run small business if we get loan from the Bank. Thus, we also
need to take a loan from the Bank and run our businesses. To achieve this goal, we expect
from the Bank the statements upon which it encourages us to take loan and run our small
businesses. To the contrary, the Bank has no statement in which it encourages us to take
loan and run our business. Rather, it insists to give the loan for big investments. Though
encouraging big investment is good for the development of the country, small business
should also be encouraged. Added to this, as the Bank is always encouraging people to
save money, this may discourage us from running businesses. Thus, we need promising
languages that encourages us to run our business. Our main problem here is that we are
not really encouraged on how to run our small businesses and save money and this is one
of the challenges that we face. In some cases, when we get the loan through making
communication with higher officials and get money, we do not have regular programs in
which we are visited by the workers of the Bank and encouraged to run our businesses.
We don’t get much advises on how to run our business for some of us who run our

businesses.
Researcher: What other difficulties do you face?

Customers (Merchants, public servants and others): We also face some difficulties
during our face to face communication. In this communication processes, there are
contexts in which verbal and non verbal means of communications are used. In some
cases of non verbal communications, there are instances in which we face gloomy face
from some workers of the Bank. There is time when these kinds of workers did not ask an
excuse for the wrong deed that they perform. Moreover, in the service delivery of the

Bank, there is also time when some workers close their window without giving any
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service and we fail to communicate with the worker to solve our problems. Thus, we face
language problems in which we can discuss on how to run our business and change our
life.

Researcher: Is there another difficulty that you face in the language use of the Bank?

Customers (Merchants, public servants and others): We also face other difficulties in
the language use of the Bank. When the workers communicate with us in their face to
face communications, they usually do not give us chance to interact with them. They
dominate us in their speeches and always focus only on convincing us to admit their
ideas. The other problem that we come across is our failure to use the electronic media of
the Bank due to its incomplete instruction that indicates how to use them. Moreover, the
communication strategy of the Bank is directive. We are mostly forced what we should
do but are given little attention to tell what the Bank should do. For example, we are
required to save a large amount of birr; but we are not told why saving the large amount
of birr is better than run once business with it. The Bank do not also tell us how we can
make money in performing different activities other than simply insisting us on to save
the money that we have had in our hands. In some instances, we fail to express our
internal feelings when the interest of the Bank focus on saving and our interest focus on
taking loan from the Bank and want to run our business or want to construct shelter for
our family. Here, we face clash of interests. Generally, we cannot easily understand the
contents of the languages used by the Bank as it is beyond our understanding and some of

them do not go with our interest.

The employees’ language competence

Researcher: Do you think that the employees of the Bank have good competence in

which they explain about the business of the Bank in precise and clear language?

Customers (Merchants, public servants and others): We are afraid to talk about this
boldly.

Researcher: Why?
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Customers (Merchants, public servants and others): If we completely say no, there
might be workers who have good language competences; similarly, if we say yes, we see

many problems when the workers communicate with us.
Researcher: Then, how do you express this?

Customers (Merchants, public servants and others): A person who has good
language competence must know the language that he/she uses according to the culture of
the community. In our case, most of the workers use Amharic. But, only few workers
consider the norm and custom of the people and use the language properly. However,
most of the workers use Amharic language which is not clear. In most instances, they
replace the Amharic words by English and use English in place of Amharic. The way
they speak the language is also not according to the cultural norm and custom of the
community. Their approach is also very informal. They usually treat all people using the
same language. The way they use the language does not consider our level of
understanding. For example, their greetings deviate from the culture of Ethiopian people.
They also could not able to convince us if we disagree with what they do.

Researcher: Do you think that these workers don’t have any language competence?

Customers (Merchants, public servants and others): No, it does not mean that they
don’t have any language competence at all. But, they don’t have awareness on how to use
business language. For example, communication is two way, but they rarely give you
chance to speak and listen to you. They also do not use persuasive language that attracts
us. Their language use does not attract us. They use common language that we know.
Sometimes if we do not take their ideas and refuse to use the service of the Bank, they
cannot convince us. They are very reluctant to use the language properly. The languages
that they use do not have any art in their speech or written communication. The workers
do not intentionally use the language that attracts us. They mainly focus to serve our
immediate need. The contents of the languages used by the workers are not as such clear,
cohesive and persuasive to disseminate all information about the Bank to encourage old
customers and attracted new ones. This indirectly reveals that their language competence

of the workers is low.
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Researcher: Is there any impact that it made upon you not to become the customers of
CBE?

Customers (Merchants, public servants and others): Yes. If you consider the
approaches of the workers of the Bank and the strategies in which they treat us, they do
not attract us as compare to the private Banks. The private Banks are very friendly. But
we become the customers of CBE due to some external forces like its attachment with

micro and small scale enterprises and big investments.

Influences of languages used in the discourses of the customers/ publics on work

performance of the Bank

Researcher: What do you say in your discourses about CBE?

Customers (Merchants, public servants and others): We say many things about CBE.
As we usually get service in CBE, we observed good things that make life easy for us.
For example, if we save money in CBE, we believe that the Bank is honest for the money
that we save in the Bank. The Bank has the Motto that says, “Commercial Bank of
Ethiopia, The Bank You Can Always Rely on.” This motto of the Bank has created
good ties and relationships between us and the Bank. Truly speaking, since we have
become the customers of the Bank, we have observed that the Bank is very honest. We
have good guarantee for the money we saved at CBE. Almost all the public believe in
such a way and no one distrusts the Bank. We also believe the honesty of CBE assuming

that it is a state owned Bank.
Researcher: Do you mean that CBE is more honest than the other private Banks?

Customers (Merchants, public servants and others): Though it is difficult for us to
compare the two, we know that CBE has served in this country for many years and in all

these years there is no time when we face any problem with the honesty of the Bank.

Researcher: So, does it mean that there are no any negative discourses in your saying
about CBE?
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Customers (Merchants, public servants and others): No, it does not mean that there is

no negative discourse about CBE. Many things are also said negatively about CBE.
Researcher: Can you mention some of these negative sayings?

Customers (Merchants, public servants and others): Yes, we can. For example, as
CBE is the senior Bank in the country, we expect a lot from it. For example, if we take
the service delivery of the Bank, it is very slow. When we go to the Bank to deposit or
withdraw money from it, it consumes our time. Here, we face many inconveniences.
First, we are forced to wait for our turn as the number of the customers who withdraw or
deposit their money is many in number. Second, even after we get our turn, the internet is

slow. Because of this, we say “CBE is the elder bank and the slow one.”
Researcher: What other negative sayings do you have?

Customers (Merchants, public servants and others): Well, we do have also sayings in
terms of taking credit. The Bank has the rule that it holds as guarantee when it wants to
give credit. But most of us do not have properties that we give to the Bank as guarantee
to hold it. Some of us live on monthly salary; others on daily work and some of us on
small trades. However, the Bank usually gives credit for investors and those who have
guarantee of properties to hold for the money that they lend. Because of these, we
usually relate the Bank with richness and say to “get credit, you should be rich.” In this
aspect, there is time when the private Banks give credit by considering all the potential of
their customers rather than holding only properties as guarantee for the money that they
give credit. Added to this, if CBE gives money for people like us, you have to organize
yourself in micro and small scale enterprises and the Bank get guarantee from the
government body like mancipality and district administirators. As a result of this, we
also say “CBE serve the interest of the government.” Even for those whom the Bank
gives credit, when they fail to pay back the money and the Bank takes the property that it
holds as guarantee, we have a saying that reveals as if the Bank takes somebody’s
property. There is also time when we complain the communication of some workers as

they do not communicate with us according to our cultural norms.
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Researcher: Ok, you have listed down many sayings which have negative implications
about the sayings of the Bank. Is there anything to say more about the positive saying in

your discourses?

Customers (Merchants, public servants and others): We do have also some good
sayings that we hear from some people. For example, there are oppurtunities in which
some people who are making good business by taking loan from CBE. For this kind of
people, there is a saying that considers as if CBE is a father for the creditor. In addition to
this, we all find branches of CBE near our home as compared to other private Banks. We
also have a saying for the availability of the Bank, “CBE become a village bank.” This
access also gives us to make good communication with the Bank and in respective of this,

we have built good image for the Bank.
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Appendix J: Summary of Amharic Interview Version Transcriptions from

Customers’ Interviewee
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Appendix L: Summary of Data Transcription from Observations Note

Observations was made in the sampled branches of CBE while the workers were giving
service for their customers to identify language related problems in the service giving
halls of the Bank and outside of the Bank by observing workers’ interactions with their
customers and the advertisement of the Bank. In these observations, the observations
were made in each hall of the service giving hall of the sampled Bank. The observations
were intentionally made four about 3 hours in each branch and supported by observations
which were made informally outside of the service giving hall of the Bank. The data from
these observations revealed different language use related problems in the
communication channels of the Bank and the workers’ language use. In the process of the
observations, focus was given to the three procedures that the Bank used in making
receptions, providing services and see off the customers. Accordingly, the summery of
the note of the observations in each sampled branch of CBE in Addis Ababa was

presented as follows.

Observation one: Sidis Kilo Campus branch

At the get, the guards checked the customers and let them to get into the service giving
hall of the Bank. Most of the customers withdraw their money. To do so, they collect the
forms to write the amount of the money that they want to withdraw and filled the forms.
But there were some customers who could not fill the forms. To help these kinds of
customers, there were workers who helped them to fill the forms. As the hall had
different windows numbered as 1,2, 3... these customers gave their forms to the window
which they choice and waiting for their turn. There were many customers who were
served in this branch but the service deliveries of the workers were not very fast because
the internet was too slow. As a result of this, many customers were murmuring for this
dalliance but the workers said nothing for the murmuring and dalliance of the services
they give. However, most of the workers were listening to what the customers said but

respond to them by keeping silence.
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Among the service giving windows, there were different windows for premium
customers and foreign exchange money transfer. When the customers who were served in
these windows came, they served immediately and some customers were complaining for
the late coming of these customers and getting fast service. But, again, no workers gave
any logical response why they gave such a service for these customers and respond to the
complaint of the other customers. This was resulted in dissatisfaction of some customers

in the service giving hall of the Bank.

On the other hand, the researcher observed something different from this face to face
communication in the electronic banking of the Bank during using ATM. In this
electronic service, there is a statement that well comes for the customers saying “well
come to CBE” to receive a customers and gives thanks saying “thank you for using our
service,” to see off the customers when a customer use ATM service. However, the
researcher identified that there was no such a statement from this branch in its face to
face communication in its service giving hall. This was to mean that the customer
services officers do not say anything but simply took the forms from the customers and

gave the service quietly.

Furthermore, the researcher identified another problem which was created due to
problems of electric power. While the researcher was observing, and the branch was
giving its service, the electric power was off and service delivery was stopped. Then, the
workers wait for some times and confirmed that the coming of the power could take some
times. As a result of this, they want to send the customers to other different branches. In
this case, two conditions were observed. First, the workers did not ask any excuse for the
problem which was created due to electric power and the problem which was created.
Second, all the languages that the workers used were confusing for the customers as they
used neither English nor Amharic but English like Amharic in their speech. For example,

they use words like “Ph'shfi? (NAI°, “(connection problem) PAN+I® TENAID

(system problem) in which they use English words for Amharic statements. Added to

these, the researcher also observed many instances of the language use of the Bank in
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which the the workers of the Bank replaced English words where they could use Amharic
words and the customers fail to understand the languages of the workers of the Bank.

Observation two: Kidist Mariam branch

As usual at the get, the guards checked the customers using machine and let them to get
into the service giving hall of the Bank. When the customers get in, the researcher was
observing that the numbers of the customers were many. Some workers seemed that they
were bored of giving service and showed gloomy face. The way they use their facial
expressions and the words they use when some customers asked them some questions
were not clear. For example, when one adult customer was asking one of the services
giving officer to change his book, the officer kept quite rather than giving any
information to the customers. After this, the customer was disappointed and went out of
the Bank murmuring after he received his money. The other problem that the researcher
observed was that some customer service officer seemed too serious and became very
serious for the silly mistakes that the customers fail to complete when they fill the forms

and ill-treated the customers for the mistakes they committed.

Contrary to this, the researcher also observed many ethical and polite customers. They
also try to treat the need of the customers by giving response to any questions that they
ask. The researcher observed customer serve officer who corrected the mistakes they
committed in filling the forms, give any information like where to exchange money,
whom they should ask for the problems they encountered for the blacked account and
being become inactive and gave quake service for their customers. Moreover, in his field
observation, the researcher also observed some workers of the Bank who tried to explain
to their customers all the detail of the business of their bank by taking time with their
customers. For example, they were telling to the customers what saving mean, why they
save and about different accounts like saving account, current account etc in the way that
the customers could understand and how could they use it. Added to these, he also
observed while some workers tried to approach the customers politely and explained
some rules and regulations of the Bank when the customers opened new saving accounts,

transferred money and withdrew money sent to them from other branches.
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Observation three: Aba Koran branch

The usual work of the guards checking the customers was observed. In this branch, the
guards’ check using machine and let them to get into the service giving hall of the Bank.
The Bank use a caller for waiting for one’s turn in which the customers where expected
to take a ticket for their turn waiting by pressing machine that gives them number for the
tickets. The researcher observed that some customers did not know how to press the
machine and take the ticket. As a result, the researcher observed those customers who
were confused how to wait for their turn and got help from some other customers after
they had consumed much of their time. This might happen because there were no ways of
communication that indicated what the customers should do to take their turns and any
information about the machine that gave them the ticket. Added to this, what made this
branch different from the other branches was that the researcher observed customers who
spoke different Ethiopian languages such as Oromo, Tigirenga, Guragigna, and Siltigna
and could not understand either Amharic or English and found difficult to be served in
both languages. Moreover, there were situations under which a customer asked a receipt
in Amharic for the copy which he was given in English. In all these ways of
communications that the researcher observed, he saw that there were communication

barriers due to language problems.

The other main challenge related to language use problem observed by the researcher was
the workers informal speech that deviated from Ethiopian culture. According to the
observation of the researcher, the females’ hair styles, wearing styles and some
fashionable male hair styles and wearing styles did not consider the Ethiopian culture and
customers and he observed when some customers were surprised by these situations.
Moreover, similar to the other branches, the way they use the Amharic language was full
of the replacement of English words for Amharic and thus, it seemed that majority of the
customers did not understand the speeches of the workers. In most instances, the
customers murmur in the speeches of the workers and some active workers used body

language to effectively communicate with their customers when they understood the

315



confusions of their customers. Contrary to this, there were workers who did not
understand the communication failure of their customers. According to the observation
of the researcher, it was identified that majority of the workers did not consider with
whom they speak in their communications. This made some adult customers to be
disappointed when they were served in this branch. This was similar with the contexts in
which the researcher observed while some customers tried to use ATM but failed to use it
properly due to their failure of understanding how to operate it from the language use
which was found in the process of ATM machine that indicated how to operate the

machine.

What the researcher observed here was that the barriers of communication which was
created due to language problems were not given due attention by the majority of the
workers and even it seemed that they were not aware of it.. These problems were created
in the context when the customers did not know the language of the workers and the
workers did not know the language of the customers. In such language related problems,
the researcher also observed when some workers tried to satisfy their customers in all the

way they could where as many of the workers did not give any care.

Observation four: Hamle 19 branch

The usual work of the guards was checking the customers and well coming the customers
at the get of the service giving hall of the Bank. However, the researcher had come across
different thing from this branch that he did not come across in the other branches. The
number of the customers who served in this branch was small. Due to this, the guards did
not check the customers. They simply keep quite when the customers came and allowed
them to get into the hall of the Bank. In spite of the smallness of the number of the
customers, the service given to each customer was slow. When the customers asked to fill
forms, the workers asked them whether they need forms to withdraw money, deposit it or
transfer it. However, they all used English names for these forms rather than their
Amharic equivalent. But many of the customers were confused when the workers used
the English words for the name of the forms. In this case, when the customers failed to

understand what the workers said, the customers simply indicated their needs and the
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agreement were made to some extent. However, there was no any form of treatment

which was done for the confusion created between the customers and the workers.

The other form of language use problem of the Bank which was observed in this branch
was the confusion created by some literate customers to identify these different types of
forms used for money transactions. The researcher identified that even though the
customers were literate, they could not easily understand the languages used by the Bank
and asking for help for the workers how to fill the forms. Added to this, there were
different flyers and brochures on the service giving desk of the Bank for its business
advertisement. However, the researcher did not see anyone who took the flyers and
brochures or the workers who provided these advertisements for the customers. During
his observation, the researcher asked some customers why they did not take the flyers and
brochures. They responded that as the materials were reserved in the office of the Bank,
it was not the norm of their culture to take any piece of paper from an office if the office

itself did not provide them.

Moreover, the researcher also observed in his external observation customers who had
ATM card but failed to use it. In addition to this, the researcher had tried to make a cross
check for about advertisement of ATM card which was posted around the Bank and
flyers that advertise this machine. However, neither in poster nor in the flyer, the
researcher did not observe anything that could show detail steps of how to use the
machine for those customers who can read. Added to this, the researcher had also
observed that the language use of the poster or flyer for the advertisement of this ATM
machine was not clear. In all his observations of the communication practices of this
branch, the researcher observed that much interaction was not done between the workers

and the customers.
Observation five: Kidist Silase branch

First, the researcher observed the usual work of the guards which was checking the
customers and well coming them into service giving hall of the Bank. From the
observation of the researcher, this branch was different from the other branches in its

size. As the customers get into the hall of the Bank, they were requested to take the ticket
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for the caller of turn taking. This time, there were workers who gave the customers the
ticket of the caller. Then, the customers were given the ticket and asked to take a sit and
wait for their turn to collect or deposit their money. After taking the tickets for their turn
taking, the customers were requested to fill the forms for the money transactions that they
wanted. As usual, most of the customers faced problems in filling the forms, but the
researcher observed that there were customers who knew the context very well and
helped in filling the forms for the other customers. It was also very common to see the
workers using the replacement of English words with Amharic and confusing some
customers in the process of their communication when they serve the customers. What
was interesting here was that the caller made a calling of the turn in Amharic and most of
the customers understand this and could easily go to the window where their ticket

number indicated.

In his observation, the researcher also saw a conflict between a customer and customer
service officer. The conflict was raised due to the customers filling the forms of withdraw
money wrongly. The form had written in unclear sentences and the worker requested the
customer to change the form using the replacement of English words for Amharic in a
very informal way. The customer was an adult man. He failed to understand what the
customer service officer said due to his language use and irritated by the customer service
officer’s informal speech. The other unusual context that the researcher observed was that
some service provider brought drinking coffee for the workers while they were serving
the customers and gave the coffee to the workers. Some customers also asked for the
service of the drinking coffee but the service provider claimed that the service was only
for the Bankers. This time, these customers were arguing and blaming the Bank for their

wrong doing that did not go with Ethiopian culture.

In spite of all the above barriers of communications, there were also many good things in
which the workers of the branch gave their service very quickly. Some workers had also
the ability of using different languages and could communicate with some customers
who knew languages like Oromo and Tigregna. Added to this, though some customer
service officers were very informal in their communications, the researcher also observed

very formal and active customer service officers who served the customers politely.
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These customer service officers were tried to communicate with their customers politely
and explain what the customers failed to understand in the way that they could
understand. These kinds of officers correct the forms of money transaction if the
customers failed to fill it correctly and did not nag for the mistake they committed. In a
similar way, the researcher also observed in his field work while these kind of workers
explained politely about saving, the advantages of saving and how the customer could run

his business.
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Appendix M: Questionnaire for Customers: English Version

Part I: General direction

This questionnaire form is part of a PhD research project being undertaken at Addis
Ababa University, College of Humanity, Language Studies Journalism and
communication; Department of Foreign Languages and literature, Applied Linguistics
and Communication. It has been constructed to investigate language in use of
Commercial Bank of Ethiopia in its communication practices. The project aims at
understanding these practices concerning how language has been used in different
communication channels of the Bank and understood by the customers in Addis Ababa
city, Ethiopia in the communication practices of the Bank. It mainly focuses on
describing and assessing these practices in terms of the language in use in relations to the
challenges and opportunities related to problems of language in use in different

communication channels of the Bank.

It is believed that the outcome of the survey will provide information on how to develop
language that should be used in the communication practices of the Bank to create a
healthy way of communication between the Bank, its customers and the public to
maintain long term relationship. | hope that you can help me in responding to this
questionnaire and | would greatly appreciate your completing it. The questionnaire results
will only be used for academic purposes. All responses remain strictly confidential and
there is no wrong answer.If you have any questions, you can contact me at tel,

0913277319 or email: fekaduoljiral @gmail.com at any time convenient to you.

Part 11. Demographic data:

1. Sex:a/male_ b/female_

2. Age: a/18-25_ b/26-35 _ ¢/36-45__ D/46-55__ E/above56
3. Regional of birth: a. Addis Ababa____ b/ other regions___
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4. If other regions Place of: a/ town b/ country side

5. Educational background: a/ 1-8 b/ 9-12 c/diploma___ d/ degree
c/others__

6. Occupation: a/ public serevant__ b/ marchant__ ¢/ town daweller__
d/ others_

7. Your mother tongue or native language: a/ Amharic____ b/others_

8. Language abilities in Amharic: a/excellent _ b/very good___ c/good _
d/ poor____

9. 9. . Language abilities in English:a/excellent __ b/very good__ c/good
d/ poor___

10. 10. Abilities in Other languages: a/excellent _ b/very good___ c/good _ d/
poor

11. Experience as customers: all-5 b/6-10 c/11-15 d/16-20
e/ above 20

12. Religion a/ traditional b/chritian ¢/ musilim d/others

Part Ill. Components of relationship maintainance communication strategies

guestionnaire

This questionnaire is adapted from Hon and Grunig, (1999) six very precise elements or
components of relationship maintainance communication strategies that have been found
to be valid to measure relationship outcomes. The questionnaire is adapted to measure the
communication practices of Commercial Bank of Ethiopia in terms of its language in use
in the current business communication channels of the Bank. Thus, to measure your
extent of agreement with the clarity of the language in use of the Bank in its
communication practices in Addis Ababa city, five alternatives are given in front of each

item.
Please, choose one alternative that you believe best fits your agreement from 1 to 5

against each item in terms of the clarities of the language in use the communication

practices of the Bank when it gives you service. Although some of these questions may
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sound similar, please respond to each of the items carefully because they ask for slightly

different information using the following scale:

1=strongly disagree

2 = disagree

3 = neither agree nor disagree
4 = agree

5 = strongly Agree

No | Items 12

Truest

1 | The languages in use of this bank in its communication practice show me
that it treats people like me fairly and justly.

2 I can easily understand the bank’s decision from the information it
disseminates in different languages.

3 | know this bank performs what it says to perform

4 | believe that this bank takes the opinions of people like me into account
when making decisions.

5 | feel very confident about workers of the Bank language skills.

6 | feel very confident about workers of the Bank language skills.

Control Mutuality

7 | This bank and people like me are attentive to what each other say.

8 The management of this bank gives people like me enough say in the
communication process.

9 In dealing with people like me, this bank has a tendency to throw its
weight around.

10 | This bank believes the opinions of people like me are legitimate.
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11 | This bank really listens to what people like me have to say.
Commitment

12 | The content of the languages this bank uses to maintain a long-term
commitment to people like me .

13 | I can see that this bank wants to maintain a relationship with people like
me from what it says.

14 | There is a long-lasting bond between this bank and people like me in our
means of communication.

15 | Compared to other banks, | value the language in use of this bank more
from what it says for my relation with it.

16 |1 would rather work together with this bank due to the workers’
politeness

Satisfaction

17 | I am happy with this bank’s language in uses.

18 | Both the Bank and people like me benefit from the communication
between us as we understand each other from what we say.

19 | Most people like me are happy in their interactions with this bank.

20 | 1 am pleased with the relationship this bank has established with people
like me in its means of communication.

21 | Most people enjoy dealing with this bank due to the smooth relations the
workers create in their approaches.

Communal Relationships

22 | This bank does not especially enjoy giving others aid from what it says.

23 | This bank is very concerned about the welfare of people like me from its
means of communications.

24 | From the statement of this bank, | feel that it takes advantage of
vulnerable people.

25 || think that this bank succeeds by stepping on other people from the
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strategies of its communication.

26 | This bank helps people like me without expecting anything in return
Exchange Relationships

27 | Whenever this bank gives or offers something to people like me, it
expects something in return for what it gives.

28 | Even though people like me have had a relationship with this bank for a
long time, it still expects something in return whenever it offers us a
favor.

29 | This bank will compromise with people like me when it knows that it
will gain something.

30 | This bank takes care of people who are likely to reward it.
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Appendix N: Amharic Version Questionnaire for Customer
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0.7\ fekadu.oljira@yahoo.com
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Appendix O: Summary of Customers’ Demographic Profiles for Questionnaires

Variables Frequency | Valid % | Remark
M 171 56.4
F 132 43.6
Total 303 100
Regional origin of the respondent (N303)

Addis Ababa 92 30.4
Other regions 211 69.6
Total 303 100
mother tongue (N 303)

Amharic 168 55.4
Other Ethiopian languages 135

Total 303 44.6
Religion (N270)

Christian 232 85.9
Muslim 38 14.1
Total 270

Age (N 297)

18-25 122 41.1
26-35 133 44.8
36-45 9 3.0
46-55 21 7.1
Above 55 12 4.0
Total 297

Educational background of the respondent (N291)

1-8 40 13.7
9-12 104 35.7
Diploma and Degree 124 42.6
Others 23 7.9
Total 291

Job description of respondent (N294)

Public servant 63 21.4
Merchant 48 16.3
Others 183 62.3
Total 294 100
Experience as customer (N289)

1-10 years 189 65.4
11-20 years 71 24.6
Above 20 years 29 10.0
Total 289
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Appendix P: Questionnaire for Workers

Part I: General direction

This questionnaire form is part of a PhD research project being undertaken at Addis
Ababa University, College of Humanity, Language Studies Journalism and
communication, Department of Foreign Language and Literature: Applied Linguistics
and Communication. It has been constructed to investigate language in use of
Commercial Bank of Ethiopia in its communication practices to maintain relationships
with customers and the public. In this part of the questionnaire, the project aims at
understanding this practice in relation to the frequencies in which the participants
implement different strategies in using language that can address the intended message to
the customers or public in Addis Ababa. It mainly focuses on describing and assessing
the communication practices of the workers in terms of their language use. It is believed
that the outcome of the survey will provide information on how workers can develop
language that should be used in their communication practices to create a healthy way of
communication between the Bank and the customers or public to maintain long term

relationship with old customers and attract new ones.

| hope that you can help me in responding to this questionnaire and | would greatly
appreciate your completing it. The questionnaires results will only be used for academic
purposes. All responses remain strictly confidential and there is no wrong answer. If you

have any questions, you can contact me at tel, 0913277319 or

email: fekadu.oljira@yahoo.com at any time convenient to you.

Part I1: direction to respond to the questionnaire

This questionnaire was adapted and designed from Grunig, L. A., Grunig, J. E., &
Dozier, D. M. (2002) which was used to assess communication objectives of an
organization in the way that it could fit to measure how often you implement different
strategies in solving language-related problem to deliver the Bank’s messages and
communicate effectively in using language effectively according to the context as

workers’ of CBE in Addis Ababa. For each of the items, please select a number from 1 to
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5 that best represents how often you implement the items described in your
communication practices between your bank and the customers/public.

1=rarely

2=some times

3= moderately

4= usually

5= always

Part 111. Demographic data: gender, regional origin, religion and birth place of the
customers’ Age, education, job descriptions and work experiences of the
participants as customers

Choose one of the information that concerns you and mark”X” in front of it.

1. Sex:a/male_ b/female_

2. Age: a/18-25_ b/26-35__ ¢/36-45__ D/46-55__ E/above56

3. Region of birth: a. Addis Ababa____ b/ other regions____

4. If other regions Place of birth: a/ town___ b/ country side_

5. Educational background: a/diploma___ b. degree_ ¢/MA and above

6. Field of study A/ business and economics___ B. social science_ ¢/ language
studies _ d/ computer and information technology  e/others_

7. Your job description

8. Your mother tongue or native language: a/ Amharic___ b/ Oromo b/others__

9. Language abilities in Ambharic: a/Ecellent _ b/very good ¢/ good _
d/ poor____ e/ cannot speak speak at all

10. Language abilities in English: a/Excellent _ b/very good___ ¢/ good _
d/ poor___ e/ cannot speak speak at all

11. other languages a/Excellent _ b/very good ¢/ good __ d/ poor___ e/ cannot
speak atall

12. Years of Eperiences: a/1-5 b/6-10 c/11-15 d/16-20 e/more than
20

13. Your religion: a/ Traditional religion b/Christian ¢/ Muslim
d/ others

Part IV Questionnaire for Workers Competence of using clear language in their
different communication strategies of the practice of Public relation

Give value for each of the questionnaire by marking” X” under one of the boxes

according to your performance as 5= always, 4= usually, 3= moderately, 2=some times

and 1= rarely.
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No

Items

stra

tegies for solving language related problems

I can analyze the language problems of the Bank in its documents

and forward ideas to improve them.

1

2 | audit the Bank's communication channels and design
consultancy plans to improve the clarities of their language.

3 || set criteria in which the Bank can link its means of

communication in a simple language to the environment when it

fails to create smooth relationships due to language barriers.

strategies for attracting new customers

| identify and operate on creating different channels through
which communication with publics can be facilitated in different

languages to attract new customers.

I design and implement communication strategies in local and
international languages that can be understood to reveal a positive

image of the Bank to maintain good relations with the public.

| Identify and use adequate tools like market research and
statistical analyses to communicate to the publics and create a

business mindset to the public.

Strategies for relating the Bank with its environment

| identify environmental related issues like culture and ethics to
act accordingly in my language of communication to create

smooth relationships.
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| identify the constitutional characteristics of the Bank like its
goals and objectives clarify them to the customers in the way that

they can understand.

| identify the functional areas of the Bank such as its purchasing,
production, logistics, marketing, finance and human resources to

explain it to the customers.

10

| identify the impact of macro and microeconomic elements of
the Bank and make external communication to create awareness

to the public.

strategies for improving communications of the bank

11

| learn-to-learn on how, when and where new personal
developments is needed by making internal and external

communication in persuasive languages.

12

| try to change management contexts through smooth relations if
| feel that there is a problem of communication in using good

language.

13

I am planning and controlling to change and improve the
implementation of the communication practices of the Bank in
approaching the customers in the language they can easily

understand.

14

Based on the knowledge | acquired in my education, | identify
the impact of culture on banking operations and try to create a
local and international link in simple language to create a smooth

relationship.

I understand the details of the Bank functions and link them to
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15 | the customer according to their local knowledge.

16 | I understand the existent of new technologies language and its
impact for new future markets to serve the customers in my
communication practices to the standard that the customers
understand.

strategies for understanding and explaining principles

I understand the principles of the Bank and link them with

business language to create a good relationship with customers.

17
18 | I understand the principles of ethics and identify their
implications for the business in the Bank to communicate them to
the customers.
I understand the principles of the law of competition and link
19 | them with publics using comparative languages to make my bank
competent.
| understand the principles of psychology and identify its
20 implications for the Bank to communicate with the customers and
the public.
strategies for using different languages
21 | I know different languages to communicate with different
customers.
I know and use the language of financial systems to create
9o | awareness for the customers.
I understand, reading, speaking and writing in a foreign language
23 and local languages to communicate the business entities of my

bank to different people.
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24 |1 can easily use the language of persuasion to provoke and
communicate with a diversified group of people.
25 | I know how to use formal and informal languages to approach

and serve the public according to their interest.
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Appendix Q: Workers Demographic Profiles for Questionnaires

Profiles of Workers for questionnaires

Variables | Frequency | Valid % | Remark
Gender of respondent (N 183)

M 108 59

F 75 41
Total 183 100
Regional origin of the respondent (N183)

Addis Ababa 103 55.4
Other regions 83 44.6
Total 183 100
Mother tongue (N185)

Ambharic 156 83.3
Other Ethiopian languages 29 15.7
Total 185 100
Educational standards(184)

Diploma 3 1.6
Degree 149 81
MA and above 32 17.4
Total
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Appendix R: Women Saving Broucher

TR TOXe 18 47h

Commercial Bank of Ethiopia
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110 b %3 -
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BAR & RESTAURANT
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ALEA: WAN AND WA oo YLPATC (Wh @2 ATAN NLONZD
oI 7L NCIC A
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Kahsay Zerea Supermarket ® :
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Appendix S: Interest Free Banking Service Brouchure English Version

e g 1% O
1ercial Bank of Ethiopia

Interest Free Banking Service

-

R 4 : St
¢RI CAACHE YL O 2 5h
COMMERCIA COMMERCIAL BANK OF ETHIOPIA K OF ETHIOPIA

A0

G SERVICE

RO hoAg 1 PAN AIATNT
INTERES INTEREST FREE BANKING SERVICF
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erest Free Bankmo 3
g system that operates
a which prohibits, at the m the
ent of interest as well as working in
by the religion of Islam. :
mercial Bank of Ethiopia (CBE) is licensed b
ional Bank of Ethiopia to give Interest Free Bank-
Service, it provides the service at specified windows of
ected branches of the bank. Interest Free Banking
Service is available to all customers who want to make
~ use of the alternative banking service. CBE has imple-
~ mented separate and dedicated software for the service
that segregate the transactions of accounts in those win-
dows specified for the service with that of the conven-
tional ones.
2. Impermissible Trading Activities
Consistent with Shariah, there are some trading ac
that are not allowed to utilize Interest Free Banking
+ Running pig farm and pork trading;
« Alcoholic beverages production and trading;
« Gambling and related activities such as runn
casinos as well as other activities classified
~ harmful to the society in general. v
Activities categorized under the above are barred f
using Interest Free Banking Services. :
3. Interest Free Banking Products ai
3.3 Deposlt and InvestmentAocounts :
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3.3 Letter of Guarantee

The Bank shall avail guarantees such as Advance Pay-
ment Guarantee, Bid Bond Guarantee and Performance
Bond Guarantee, etc for its customers and may request
collateral to secure the guarantee

3.4 Trade Service

|
B, This service is provided for customers who are engaged

x »,Ws an arrangement where
! customers de participate in partnership

' with it. This service is similar to the trade service given at
the conventional bank

3.5 Money Transfer (Hawallah)

Local money transfer beneficianes can receive money
sent 1o them from all over the country through a branch
that has Interest Free Banking Window. They could simi-
larly send money using this service Besides, customers
can utilize the service 10 receive money sent from any
corner of the world

3.6 Forex Services

Customers of the Bank can trade/exchange foreign cur-

rencies at spot rate.

Commercial Bank of Ethiopia
The Bank You Can Always Rely on!

+251111267264

-
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Appendix T: Interest Free Banking Service Brouchure Amharic Version
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Appendix U: Sale Terminal (Pos- Terminal) Flyer English Version
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Appendix V: Sale Terminal (Pos- Terminal) Flyeramharic Version
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Appendix W: Foregion Exchange ATM English Version
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Appendix X: Foregion Exchange ATM Amharic Version
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Appendix Y: Cash Withdrawal Form
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Appendix Z: Money Transfer Order
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Appendix Z1: Cash Deposit Slip
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Appendix Z2: Local Money Transferring Receiving Form
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Appendix Z3: Samples of Flyers to Show How to Use ATM English Version
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Appendix Z4: Samples of Flyers to Show How to Use ATM Amharic Version

AT +Nd4 - ZHPY SNNTA?
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£80H
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Appendix Z5: Samples of Poster for the Aniversery of 75 Years of the CBE
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