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Abstract

One of the foundations for improving an organization's efficiency is understanding the
significance of measuring employee communication satisfaction.The idea of a communication
audit is not well practiced in our country, especially in government organizations. One such
company is the Ethiopian Postal Service Enterprise (EPSE). This research study is mainly aimed
at exploring the level of employee communication satisfaction in EPSE with communication
factors and also evaluating the relationship between job satisfaction and communication
satisfaction by analyzing Dawns and Hazen (1977) communication satisfaction dimensions. The
study also assessed the strength and weaknesses of formal and informal communication
practices of the EPSE and also evaluated the relationship between top management and the
employee and the supervisory subordinate relationship of the employee. A total of 137 EPSE
staff members from 23 departments participated in this study. This study includes both managers
and employees of the organization. The researcher used correlational research design and a
mixed research method approach that included both quantitative and qualitative data. The
primary data for the research was collected through Downs Hazen's 1977 CSQ 7-Sep Likert
type scale and in-depth interviews. The data were analyzed by SPSS software and by
summarizing the responses from the interviewees. The study indicated that there is a low level of
communication satisfaction among employees and that there is also a significant communication
satisfaction difference in gender and term of employment. Additionally, there is a strong positive
relationship between communication and job satisfaction. The study also discovered that middle
management and staff members are not satisfied with top management's communication..
Employee satisfaction with their supervisor's communication is comparatively high. According
to the research, improving employee communication satisfaction will require more efforts and
initiatives from senior managers as well as efficient management of internal communication. By
developing various motivational mechanisms to utilize and exploit their knowledge, EPSE also

focuses on the communi cation satisfaction of experienced employees and male employees.

Key words: Key Words: - communication Satisfaction, job satisfaction, communication audit,

organizational effectiveness, communication factors/dimensions
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Chapter One

1. Introduction

1.1 Background of the study

Communication is essentia for a positive and effective atmosphere in al areas of life, not just
the workplace. One of the most common jobs at the office is communication. (Harris & Nelson,
2008). Jones (2006) explains that communication is one, if not the most important, el ement that
leads to organizational success. Communication contributes to greater job satisfaction of
employees and improved benefits to the organization (Hargie, 2016). With respect to satisfaction
with communication, we are talking about various levels of employee satisfaction with
communication. Satisfaction with communication created relationships between members of the
organization through communication, which included subordinate communication, supervisor
communication, and horizontal communication (Alsayed et a., 2012). Gray (2004) notes that
satisfaction with employee communication is important as it identifies a key issue for employees

who play acentral role in determining organizational effectiveness.

Thus, if thisis essential, the mode of communication must be evaluated at a given time in order
to improve working conditions and organizational performance. The assessment of employee
communication satisfaction is an important component of organizational communication audits
to assess the effectiveness of communication (Ibid, 2004). The best way to obtain accurate
information about the status of internal communications is to carry out a communication audit
(Hargie and Tourish, 2004).

Communication audits and assessments of communication satisfaction, in particular, are
designed to gather data on the strengths and weaknesses of organizational communication and
provide a foundation for communication strategies to develop positive working relationships,
improve the transmission of information, and ultimately, improve organizational effectiveness
(Gray, 2004).

Employees who are satisfied with organizational communication may have healthy relationships
and free-flowing information, which makes their job much easier to accomplish and their ability
to perform much better (Alsayed et al., 2012).



However, Communication audit is not well-recognized in our country, especially in government
ingtitutions, in my experience as a communicator in four government organizations and
according to information | recelved from federal government communicators.Government
organizations are not aware of the audit of their plan, their communication strategies and
practices. In this paper the researcher studied the employee's communication satisfaction of

Ethiopian postal service Enterprise (EPSE).

The Yearly magazine 2011 E.C of the enterprise states that the Ethiopian postal service
Enterprise (EPSE) was officialy established in the reign of Emperor Minilik I1 on March 9 1984
to give formal postal service throughout the country. Thereafter, the first stamp was issued in
France in 1894 for the local service and also for the international postal service. In 1908,
Ethiopia signed up as part of the Universal Postal Union. The construction of the railway line
from Addis Ababa to Djibouti has aso played an important role in speeding up mail delivery
effectively and efficiently. However, after Emperor Minilik's death, the service weakened from

timeto time.

After 25 years, the service is revitalized in connection with the new stamp issued on the
celebration of the third anniversary of Emperor Haile Selassie. For the second time, however, the
service weakened during the fascist invasion of Italy. After that, in 1958 the Ethiopian postal
service was officialy restored as an independent entity under the Ministry of Post, Telegram and
Telecommunications. And also have an additional mission like transporting postal documents,

making payments by mail and many orders, managing postal packages and issuing stamps.

Starting from 2009 with the proclamation of 165/2009 Ethiopian postal service restructured and
administered by itself by having the name of Ethiopian postal service Enterprise (EPSE) with an
objective of adding different new services.

Today, the Ethiopian Enterprise Postal Service (EPSE) consists of 835 domestic service stations
and 17 international service stations. The head office is located in Addis Ababa, which has more
than 796 employees.

Even though several emerging technologies have replaced EPSE's services, the corporation has
adjusted by developing new postal services, however EPSE neglected to concentrate on the

communication satisfaction of internal employees.



1.2 Statement of the problems

A number of studies show that the role of internal communication is essential to the effectiveness
of an organization. Jones (2006), as cited by Greenbaum, Clampitt, & Willihnganz (1988),
suggested that "communication is critical to the success of any company, and understanding the
qguality of the general communication system is essentia for achieving high levels of
organizational effectiveness.”

According to the findings of the study of public sector organizations in Bangalore city,
Karnataka, India, by Bahatia and Balani (2015), effective internal communication plays a
significant role in improving the performance of employees. Thus, the mgor am of a business
should be to create sound internal communication through measuring employee communication
satisfaction in order to sustain appropriate employee productivity. To improve employee
performance, organizations should focus their policies on the effectiveness of their internal
communication systems (Ibid, 2015).

Measurement of employee satisfaction with regard to communication is not commonly
recognised in our country. According to Mengesha and Commons (2006), Ethiopian reform
documents would demonstrate that the reform does not actualy acknowledge the need for
internal communication as a component of any meaningful reform. Furthermore, the relationship
between employee communication satisfaction and job satisfaction and job performance is not
the subject of extensive research. Since internal communication has been associated with job
satisfaction in numerous studies, it is the key to better improvement. The researcher was curious

about this portion of the study as well.

Additionally, this study proposed a remedy for the communication gap that Ethiopian Postal
Service Enterprise employees were dissatisfied with.Government organizations haven't given the
necessity to measure employee communication satisfaction adequate attention. This is based on
my experience as a communicator in four different government organizations and the
information | learned from federal government communicators. As a government organization
within Ethiopia, in EPSE there is not enough practice to measure the level of communication
satisfaction of employees. Although the organization has made various reforms to the services
that provide clients, it has not given enough attention to employee satisfaction with respect to

communication.



The flow of information from different directorates is aso another factor to address employee
communication needs. As indicated by Amanuel Gebru's doctoral thesis, the multidirectional
flow of information is thought to improve the workforce's communication satisfaction by
allowing them to use many lines and sources of information to achieve satisfaction (Gebru,
2013).

Many communication professionals believe that the communication satisfaction of employees
and staff plays an important role in the well-being, efficiency, and effectiveness of their
organization. Employee communication satisfaction is significant because it highlights a critical
issue for employees, who play a crucia role in determining organizational effectiveness. (Gray
& Laidlaw, 2004). On the other hand, if they are not satisfied, the result will be negative.
Improving a mode of communication by measuring the level of employee communication
satisfaction is a key task in achieving organizationa effectiveness. Employee satisfaction with
communication was an important component of organizational communication audits to assess

communication effectiveness (1bid, 2004).

According to Jones (2006), as cited by Downs and Adrian (2004, p.2), "organizations must
monitor how successfully their people communicate because their ability to exchange and
coordinate information is often critical to their survival," particularly subordinate communication

satisfaction with multiple communication directions.

Certain research indicates that employee communication satisfaction is observed to vary
depending on the variables that influence the level of satisfaction and the practice of
organizations. Employees have a significant impact on the well-being, success, and efficient
operation of their organizations. Because low levels of job satisfaction have been linked to low
productivity, it is crucial to understand the possible elements influencing organizational
communication satisfaction and job satisfaction. As a result, the purpose of the study is to
evauate the satisfaction of employee communication inside EPSE at the same time as also

highlighting its strengths and weaknesses.Comments



1.3 Resear ch questions

1. What is the level of communication satisfaction of Ethiopian postal service Enterprise
employee on CSQ?

2. Is there a significant relationship between communication satisfaction and job satisfaction
CSQ?

3. What is a difference between male and female employees in communication satisfaction?

4 |s there a difference between jouniour and seniour staff members on communication
satisfaction?

5. Could formal/informal communication have a significant connection with communication

satisfaction?

6. Could a supervisor / subordinate rel ationship have an effect on communication satisfaction?

1.4. Objectives of the study
General objectives

The main objective of this study was to assess the level of communication satisfaction of the

staff members of the Ethiopian postal service Enterprise (EPSE).
Specific objectives
The study encompasses the following specific objectives:-

& To assess the relationship between communication satisfaction and job effectiveness
CSQ.

& To evaluate the relationship between communication satisfaction and job satisfaction.

& |nvestigate the level of communication satisfaction among new and old employees

& Evaluate whether there is a significant communication satisfaction difference between
male and female staff members.

& Toidentify the level of communication satisfaction among formal - informal, top to down
- down to top, subordinate — supervisory CSQ.

& |nvestigate the organization's internal communication strengths and weaknesses.



1.5 Significance of the study

In all government organizations, there is an annual financial audit, but there is no audit of
communication satisfaction, even in the strategic year. But understanding the need to measure

communication satisfaction is essential for the development of the organization.

This study contributes to demonstrating the value of a communication audit for government
agencies, particularly for businesses like the Ethiopian Postal Service Enterprise.The paper
shows how measuring employee satisfaction in communications would help to improve

organizational activities.

In addition to this, the study benefits management by enabling them to assess present
communication practices, comprehend the strengths and weaknesses of communication channels,
and formulate suggestions for future communication strategy improvements. On the other hand,

this paper gives aclue for further research in this area.
1.6 Scope of the study

Even if EPSE has its own branches throughout Ethiopia and Addis Ababa, the scope of this study
is limited to assessing the communication satisfaction of different levels of employees in the
Ethiopian Postal Service Enterprise head office in Addis Ababa.

1.7 Organization of the paper

According to Addis Ababa University's thesis format, this study has five chapters. The first
chapter of the introduction section includes the study's background, problem statement,
objective, research questions, significance, scope, and limitations.The second chapter
incorporates a literature review of the research related to communication satisfaction and

communication audit.

The research methodology of the study will discuss in chapter three. This will include the
method, technique, procedure, and tool of data collection and classification. Anaysis of the
collected data will be discussed in Chapter Four. Finally, in chapter five, the conclusions and
recommendations of the study will be presented based on the findings of the study.



1.8 Limitations

This study shows the relationship of communication satisfaction with job satisfaction by
focusing on the dimension of communication satisfaction only. To discover the details of the
relationship between job and communication satisfaction, the researcher of this study advised
further studies to consider different job satisfaction and performance dimensions connected to

communication dimensions.

The other limitation is the use of the newly integrated statistical software to refine the results of
the study. Even though the study finds out different findings, the research can’t be fully
interpreted in a smart expression like online different journals due to alack of enough knowledge
of smart statistical software, such as how to entertain the differences of variables in each factor
and their interpretation. Incorporating training such as this smart statistical software into their

courses may be the future assignment of educational institutions to produce better research

papers.

Operational Definition of Terms

Terms Definition

Communication | The degree of communication satisfaction among EPSE employees as
satisfaction

level measured by the CSQ over the past six months, using interview responses

and a Likert type scale with a range of 1 to 7 (very satisfied to very
dissatisfied).

Communication | Reflects interpersonal and organizational communication. On the one hand, it
Climate discusses how much workplace communication motivates and stimulates
employees to achieve organizational goals and how much it contributes to
their sense of belonging to the company. Instead, it offers assessments of

how well the organization's communication attitudes are doing.

Supervisory It includes both upward and downward components. The level to which a
Communication _— : . . :
superior is open to suggestions, the extent to which the supervisor listens and
pays attention, and the extent to which guidance is supplied in overcoming

job-related challenges are three of the most important factors.

Organizational | The degree to which individuals obtain information about their immediate




Integration work environment is referred to as organizational integration. The degree of
satisfaction with information about departmental plans, job requirements, and
certain personnel newsis among the items.

MediaQuality | The degree to which meetings are well planned, written directives are short
and clear, and the amount of communication is about right is referred to as
media quality.

Co-worker Refers to how accurate and free-flowing horizontal and informal

Communication

communication is.

Corporate It handles the broadest range of information regarding the organization as a

Information whole. It contains provisions for notification of changes, details regarding the
organization's financial situation, and details of the organization's
overarching principles and objectives.

Persond It addresses the need for employees to understand how they are rated and

Feedback how their performance is eval uated.

Subordinate Both upward and downward communication with subordinates is included.

Communication

The questions, which focus on how subordinates react to downward
communication and the extent to which they initiate upward communication,

can only be answered by supervisors.




Chapter Two

Literature Review

2. Introduction

A number of researchers discovered that communication satisfaction is the foundation for
organizationa efficiency. As written by Panchanatham and Nalina (2016) in short,
communication is the lifeblood of an organization. Good communication between all levelsin
the workplace, from top management to the lowest level of management, is an effective way of
combating possible barriers. To communicate effectively, managers need to develop an
information exchange system that is both understood and accessible to their employees
(Ramirez, 2010). Knowing the level of employee satisfaction with regard to communication
through audit measurement is one of the basics of effective organizational
communication. Antonis (2005) indicated that the benefits of the communication audit derived
from measuring perceptions in terms of issues impacting on the organizational and
communication culture and climate and addressing weaknesses or barriers as identified by the
measurement of perceptions. To increase organizational effectiveness, Theaker A. (2002)
explains that by conducting attitude surveys, suggestion programs, and encouraging the upward
flow of communication, management can exhibit a genuine interest in employee problems. This
part of the literature review includes highlighting local and international literature on satisfaction
with communication, auditing, and related literature. According to the researcher's finding, only
three related documents were obtained locally.

The two local documentsin its research findings in the context of the communication satisfaction
study and also one document in the communication audit context. In connection with
communication satisfaction, both two papers, Samson Belina (2016) in the case of Awash
insurance company and Fikru Negeo (2014) in the case of Oromia Regional State Government
Communication Affairs Bureau, focus on knowing the level of organizational communication
satisfaction by measuring employees communication satisfaction based on theories of
organizational communication. Even though the common ground of the above two papers and
this research is employees communication satisfaction, the focus of this paper is more about
measuring communication satisfaction by communication audit, especially for internd
communication and auditing the communication satisfaction practice of EPSE.

9



The third paper by Makda Getahun (2020) about auditing, Auditing Federal Government Public
Relations in Ethiopia: Tool for Development Communication or propaganda? Even if it is about
auditing, its focus is not about communication satisfaction audit, it is about auditing the practice
of public relations in federal government organizations of Ethiopia. However, the aim of this

study is to explore the communication satisfaction of the EPSE employees.

2.1 Organizational communications

Many texts define organizationa communication from a different perspective. Organizationd
communication is a complicated and ongoing process by which the people of an organization
establish, maintain, and modify it (Keyton, 2005). The researcher of this study selects the next
definition in relation to this study.

Organizational communication is defined as “a program that focuses on general
communication processes and dynamics within organizations. Includes instruction in the
development and maintenance of interpersona group relations within organizations;
decision making and conflict management; the use of symbols to create and maintain
organizational images, missions and values;, power and politics within organizations;
human interaction with computer technology; and how communications socidizes and

supports employees and team members”(Kumar, 2014).

2.1.1 Importance of organizational communication

Managing organizational communications is a big task for every organization to achieve good
performance. Organizational communication is a prerequisite for cooperation and leads to the
kind of constructive behavior that is essential for relationships (Akpinar and et al., 2013).
Employees and members of each effective organization have a fundamental process through
which they communicate knowledge, form relationships, make meaning in their organization,
and "build" culture and values (Kumar, 2014). He aso outlines the importance of organizational
communication as leading, streamlining, problem solving, conflict management, and compliance.

2.2 History of Communication Audit

Studies indicate that the audit of communications practices is a recent measure of improved
communications practices. Citing (Shelby, Reinsch 1996), Winkler (2018) said in the
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professional literature that the term "communications audit” has been used since the 1950s.
Communication audits have been documented for over 50 years, and severa audit methods have
been evaluated (Hargie and Tourish 2002). Jones (2006) also affirmed by citing Goldhaber and
Krivonos (1977) that in 1954, Odiorne was one of the first to use the phrase "communication
audit" by developing "a questionnaire with 16 dichotomous items to survey top managers and

project engineers”’ which focused on message content and communication climate.

Another researcher also reflected on his current state and his future prospects regarding the
communication audit. Although communication academics have traditionally paid little attention
to research and consulting in educational institutions, the prospects for this type of work in the
coming decade are bright (Smith 1980). As he stated, up to 1980, only three known
comprehensive communications audits were carried out on a campus, the first being an urban
public university in 1976. The second was at a church-affiliated college in 1979. The third was
from a church-related college in 1980. As Hargie and Tourish (2004) have observed recently,
financial audits are well established and clinical, medical, and organizational audits are also
widely used.

2.2.1 Communication Audit

The term "communication audit” is defined by different researchers with regard to internal and
external communication. This research paper addresses a portion of internal communication. On
behalf of internal communication, Booth (1988) defines the concept of "communication audit” as
"the process by which communication within an organization is analyzed in order to increase
organizational effectiveness.” A communication audit allows for an objective examination of
communication within an organization (Winkler, 2018). Kumar (2014) describes an audit of an
organization's communications strategies, operations, and initiatives as a "communications
audit.” Antonis N. (2005) also stated that a communications audit is a simple method for
assessing, evaluating, and analyzing intra-organizational communication. It can also provide an
objective evaluation of the organization's intra-organizational communication, allowing it to

improve.

Communication audits and satisfaction assessments, in particular, are intended to gather data on
organizational communication strengths and weaknesses and to serve as a foundation for

communication strategies that will foster positive working relationships, improve information
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transmission, and, ultimately, improve organizational effectiveness (Gray and laidlaw, 2004). A
communication audit highlights the often unclear redlity of an organization's performance and
exposes issues and secrets to critical scrutiny (Hargie and Tourish, 2004).

2.2.2 Communication audit process

According to Hargie and Tourish (2004) a communication audit is a positive and motivating
exercise, being in itself an internal consultation process. Communication audit process steps in
measuring communication can be summarized by them as follows: audit current levels of
performance, extensively communicate the audit's findings across all levels, and implement a
personalized action plan to address any deficiencies, followed by a follow-up audit to assess the
action plan's effectiveness. The audit implementation process should include activities such as
mobilizing top management engagement, preparing the company for audit, gathering data,
analyzing it, and taking action (Ibid, 2004). They aso concluded that Organizations that
incorporate audits into their regular communication planning process, take the results serioudly,
and base their communication plans on hard data rather than hunches have a considerably better

chance of succeeding than their competitors.

2.2.3 The Benefits of communication audit

Antonis N. (2005) indicated that communications audits evaluate how well employees
communication needs are being addressed while taking into account a variety of factors that
influence employees. By citing Hamilton (1987), Antonis (2005), some of the benefits of
communication audit derived from the auditing process that can be experienced by the
organization include increased and improved productivity; more appropriate use of existing and
future communications and information technology; more efficient use of time; discovery of

"hidden" information resources; and increased staff confidence, loyalty, and commitment.

Kumar (2014) also discovered eight points of the benefits of the communication audit as
follows:-
It aids in the development of employee support for communication and organizational
transformation initiatives.
It demonstrates employees' commitment to improving communication throughout the

organization, as well as their willingness to listen to and respond to the opinions of
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employees and other stakeholders—a crucial step in establishing positive relationships,
establishing credibility, and fostering mutual trust.

It determines what main groups of employees think about the company's messaging and
initiatives.

It will provide practicdl recommendations for improving communication in the
organization.

It will save time and money while also serving as a catalyst for a culture shift toward
open communication.

It will provide practicdl recommendations for improving communication in the

organization.

2. 3. Communication satisfaction

Alsayed (2012) wrote, citing Pincus (1986), that communication satisfaction is calculated as the
total of a person’'s satisfaction with information flow and relationship characteristics. Hecht
(2006) examined the affective response to the fulfillment of expectation-type norms. It is
commonly referred to as satisfaction, and it represents a pleasurable and gratifying experience.
Clampitt and Girard (1993) aso pointed out that employee satisfaction with various
communication strategies inside the organization is referred to as communication satisfaction
(Saurabh and Chattopadhyay, 2013).

Akpinar and et al. (2013) mention that employee communication satisfaction is a'so important
since it affects employee organizational effectiveness. Hecht (1978) found that satisfaction will
be studied individually in the areas of interpersonal, smal group, and organizational
relationships and it will be conceptually related to exceptions that differ in different
circumstances. The openness and listening ability of superiors are measured in this dimension of
the relationship with superiors, which comprises bottom-up and top-down communication
components (Saurabh and Chattopadhyay, 2013). Terumi, L.K. (2009) indicates that employee
satisfaction has become more complicated, and the variables and measures used to gauge

satisfaction are no longer relevant.
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2.3.1 Measuring communication satisfaction

Various researchers have discussed the importance of measuring communication satisfaction.
According to Gray and Laidlaw (2004), the assessment of employee communication satisfaction
was an important part of the organizational communication audit to assess the effectiveness of
communication. Communication audits and satisfaction assessments, in particular, are designed
to collect data on organizational communication strengths and weaknesses and provide a
foundation for communication strategies to develop positive working relationships, improve

information transmission, and, ultimately, improve organizational effectiveness (1bid, 2004).

Several instruments have been developed to evaluate communication satisfaction. Most literature
on communication satisfaction measures shows that Downs and Hazen's (1977) communication
satisfaction questioner CSQ is a better way to gauge employee communication satisfaction. This
instrument is used in various research, particularly in the area of organizational communication.
Koning and Jong (2007) found that the CSQ developed from a dispute among communication
experts who attempted to construct a list of significant subjects or a score for organizational
communication. Gulnar (2007) noted that the Communication Satisfaction Questionnaire (CSQ),
developed by Downs and Hazen (1977), was the most widely utilized tool for assessing
organizational communication effectiveness. Koning and Jong (2007) also concluded that Downs
and Hazen's (1977) communication satisfaction questioner (CSQ) was created to get a holistic
picture of how employees see an organization's communication infrastructure.

Employee attitudes and judgments about many communicative practices are the focus of the
CSQs, as these views will influence employee behavior in an organization (Koning & Jong,
2007). Hargie and Tourish (2009) found that CCS is one of the most audacious and
comprehensive attempts to measure al aspects of an organization's communication system.
(Greenbaum et al., 1988) stated that the CSQ was coherent and reliable internally across all
organizations. The CSQ assesses employee communication satisfaction by polling them on eight
different topics ranging from interpersonal communication to an evaluation of the organization's
communication atmosphere (Koning and Jong, 2007).

2.3.2 Communication Dimensiong/Factor s of Downs and Hazen (1977)

Hargie and Tourish (2009) explained that, after extensive testing, Downs and Hazen (1977)
isolated eight key communication factors: communication climate, relationship with supervisors,
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organizational integration, media quality, horizontal communication, organizational perspective,
relationship with subordinates, and personal feedback.

Clampitt and Girard (1993) indicated by citing Downs (1977) that the eight dimensions are

described as follows:

(1) Communication Climate reflects communication at both the organizational and personal
level. On the one hand, it covers things like how much communication in the workplace
encourages and excites employees to achieve organizational goals and how much it helps them
identify with the company. On the other hand, it provides estimates of whether or not the

organization's communication attitudes are healthy.

(2) Supervisory Communication:-Communication with superiors includes both upward and
downward components. The level to which a superior is open to suggestions, the extent to which
the supervisor listens and pays attention, and the extent to which guidance is supplied in

overcoming job-related challenges are three of the most important factors.

(3) Organizational Integration:-The degree to which individuals obtain information about their
immediate work environment is referred to as organizational integration. The degree of
satisfaction with information about departmental plans, job requirements, and certain personnel

news is among the items.

(4) Media Quality:-The degree to which meetings are well planned, written directives are short

and clear, and the amount of communication is about right is referred to as media quality.

(5) Co-worker Communication refers to how accurate and free-flowing horizontal and informal

communication is. Satisfaction with the grapevine's activity is another element to consider.

(6) Corporate Information: The widest type of information regarding the organization as awhole
is dealt with by corporate information. It includes items on notification about changes,
information about the organization's financial standing, and information about the overal

policies and goals of the organization.
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(7) Personal Feedback: The requirement for workers to know how they are being judged and
how their performanceis being evaluated is addressed via personal feedback.

(8) Subordinate Communication: Upward and downward communication with subordinates is
the topic of subordinate communication. These items, which involve subordinate responsiveness
to downward communication and the amount to which subordinates initiate upward

communication, are only answered by supervisory personnel.

2.4 Job satisfaction

Job satisfaction is defined as the attitude that individuals have towards their employment
(Abdullah and Hui, 2014). Pangil et al., (2011) mention that job satisfaction is one facet of
employee outcomes that has received a lot of attention and will continue to do so in the future.
Job satisfaction is strongly reliant on communication, and whether or not supervisors adopt the
appropriate communication style will have a direct impact on the organization's level of job
satisfaction. Akkas and Tasnim (2017), Saari L., and Judge T. (2004) wrote that employees have
attitudes or viewpoints about many aspects of their jobs, their careers, and their organizations.
However, from the perspective of research and practice, the most important employee attitude is
job satisfaction. According to their study, the major practitioner knowledge gaps in this area are
the causes of employee attitudes, the results of positive or negative job satisfaction, and how to
measure and influence employee attitudes. Alhassan et al. (2017) also found out that to
comprehend job performance, one must first comprehend communication and job satisfaction,

which serve as the foundation for efficient job performance.
2.5 Thereationship between communication satisfaction and job satisfaction

Many communication professionals have written on the relationship between communication
satisfaction and job satisfaction. Hargie and Tourish (2009) found that the more satisfied
employees are with communication, the more satisfied they are with the work they do. However,
he said, certain types of communication, like those with the supervisor, tended to be more
important than others. Saurabh and Chattopadhyay (2013) described how, in order to perform
well, members of any organization must be satisfied with their organization's communication
activities. The study of Loth and Mushi (2019) on Tanzania Daresaalam and Alhassanet a.
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(2017) in Malaysia, plant turn around maintenance workers shows that communication in
service-rendering organizations has a great influence on employee job satisfaction. They reported
that in human resource terms, we can say that effective interna communication has a big
beneficial impact on employee job satisfaction. Bulutlar and Kamasak (2008) aso found in their
study of blue-collar workers that there is a clear relationship between organizational
communication quality and all dimensions of CSQ job satisfaction. Especially satisfaction with
the supervisor is highly explained by communication.

According to the study of Akkas and Tasnim (2017) in an automobile company named Kia
Motors in Dubai, they examined that (communication as an independent variable and job
satisfaction as a dependent variable), the right amount of information regarding work or the
organization, and feedback have a huge impact on the level of job satisfaction. And generadly,
they proved that there is a relationship between communication and job satisfaction.

Gulnar (2007) aso concluded that overall job satisfaction was shown to be strongly and
positively connected with overall communication satisfaction, with a rather high correlation
coefficient. He also indicated variable peers that have the strongest correlations respectively, as
follows: (1) supervision and supervisory communication; (2) overal job satisfaction and overall
communication satisfaction; (3) overall job satisfaction and communication climate; and (4)
supervision and overall communication satisfaction. Bhatia and Balani (2015) also mentioned
that the contributing factors in the relationship between communication and job satisfaction were
identified as communication by supervisors, feedback mechanism, communication climate, and

upper management communication.

Akpinar et a. (2013) indicate that organizational communication affects satisfaction,
engagement, trust, and justice in the organization. And he also explained that perceptions of
communication and job satisfaction in the organization are crucia indicators of organizational
engagement. Hecht (2006) investigates the positive and negative emotions felt when people are
satisfied or dissatisfied is associated with the connection between an internal state and the

perceived environment.
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2.6. Internal communication

As | have observed in the public relations field, most government organizations in our country do
not pay enough attention to internal communication. However, review articles by different
researchers have indicated that internal communication is the foundation of the organization's
success. Onyiengo (2004) points out that internal communication must be considered in public
relations because an organization cannot successfully target external audiences unless it first
obtains the support of its internal audiences. Employees are the most crucial productive factor in
sustaining an organization's existence and success. (Akpinar et al., 2013). According to Arins
(2013), internal communication is characterized as a useful instrument for presenting an

intelligible, clear, and exact image of the organization within itsinternal processes.

Internal  communication keeps individuals informed about their jobs, organizations,
environments, and coworkers (Kumar, 2014). White et al. (2010) write that employees are an
organization's face and have a significant impact on its success. Internal communication is a
crucia tool for an organization to focus on the goals required, such as improving employee
morale and reducing slow, unnoticed destruction within the organization (Panchanatham and
Nalina, 2016).

...focus on the internal aspect of communication, specifically intraorganizational
communication, is particularly important as a result of the argument that in order
to be effective, efficient and successful an organization needs to ensure that it
operates from a stable foundation and as a result, optimal functioning within the
organization is critical to achieve optimal success in relation to organizational

processes that are externally focused ( Antonis N. 2005).

Internal  communication is primarily a management discipline that facilitates strategic
communication among leaders, managers, and employees (Bhatia and Balani, 2015). Vora &
Patra (2017) indicated that internal communication is becoming an increasingly important and
dominant component of the corporate world, contributing both directly and indirectly to a
company's bottom-line financial performance. Kumar R. (2014) also examined the fact that
organizational communication is primarily concerned with developing relationships, or recurrent

interpersonal contacts, with internal employees and interested external publics.
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Strategic internal communication provides a competitive advantage not just because of the
apparent benefits of employee satisfaction and productivity, but aso because of the beneficid
contributions that well-informed employees may make to a company's externa public relations
efforts (White et a., 2010). Bhatia and Balani (2015) also mentioned that effective internal
communication guarantees that staff are dedicated to achieving operational goals, resulting in
increased productivity and performance. Internal communication failure, on the other hand, may
result in undesirable outcomes such as stress, work discontent, poor confidence, reduced
organizational commitment, turnover intentions, and absence. (Hau 2016). So, according to Hau,
managers must be able to measure an organization’s communications environment (L'Etang,
2008) and analyze the existence of internal organizational, cultural, political, and relational
dimensions (Conrad, 1994), (lbid. 2016). Pamela (2014) found that organizations are
increasingly recognizing the value of building with employees' long-term relationships based on
mutual satisfaction.

2.6.1 Informal communication

Kapur (2020) indicated that informal communication is the casual and unofficial form of
communication wherein information is exchanged spontaneously between two or more people
without conforming to the prescribed officia rules, processes, systems, formalities, and chain of
command. This form of communication annuls the rank or authority of the person and can
connect members of the organization in all directions, both horizontally and vertically
(Stevanovi¢ and Gmitrovic, 2016). Informal communication means learning in an atmosphere
where a learner is directed to the communication process in an informal setting (Saleem and
Pervee, 2017).

Informal communication is mostly used when there are gaps in or barriers to forma
communication which prevent the employees from getting the information they require or desire.
Common sources are: rumor (an unofficial channel which transmits unreliable information),
grapevine (it carries more reliable and valuable information) (Shonubi and Akintaro, 2016).
Kumar (2014) also divides grapevine communication into four types: single chain /person to
person, gossip chain/more than two people/, probability chain/interesting information but not

important/, and cluster chain/group communication/.
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2.6.2 Formal communication

Formal communication channels are established by the organization and serve to transmit
messages that are related to professional life. These channels go downwards, upwards, or
laterally (Wiskaa, 2010). Kumar (2014) mentioned that the formal direction of communication
takes place upward, downward, and horizontally. He also stated that feedback or two-way
communication can be both upward and downward or horizontal, but it is important for a
company to enable open communication channels to motivate and achieve the best performance
from employees. As indicated by Bhatia and Balani (2015), organizations should work on
making both upward and downward communication more effective by being open to ideas and
suggestions and having clarity in communicating orders, information, and expectations to

employees.
2.6.3. Down ward communication

Communication that flows from atop level to alow level (from superior to subordinate) through
the chain of command in an organization is known as "downward communication.” It refers to
the movement of information from the top management to the lowest officers (shonubi and
akintaro, 2016). Information flows from the managerial and executive levels to the staff through
formal channels such as policy manuals, rules and regulations, and organizationa charts.
Managers use this type of communication to give ideas, encourage employees, maintain
discipline, inform job rationale, explain changes, give directions, and assign jobs to control and
evauate (kumar, 2014). In order to have effective down ward communication, he also points out
the following that managers take into account: ensure the message is accurate, specific, and
unambiguous, convey the message to the receiver in the right form; and specify the
communicative objective. Whiteet et a. (2010) stated Downward communication may be

evaluated on its consistency with recipients’ beliefs about an organization.
2.6.3.1. Supervisory Subordinate communication

Recent research conducted on the subject of internal communication shows the influence of
superior-subordinate communication on employee satisfaction (Winska, 2010). As stated by
Akkas and Tasnim (2017), an employee's job satisfaction was either positively or negatively
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influenced by the communication style the supervisor utilized. Michael's (2014) research
suggests that if supervisors are trained and encouraged to use more effective supportive
communication strategies, organizations may reap the benefits of greater employee job
dedication, interpersonal facilitation, and task performance. Lee and Kim (2009) discovered that
supervisory communication has three types:- job-relevant communication, upward
communication, and positive relationship communication. Among these, supervisory
communication serves a critical role in models of health social worker burnout in terms of
reducing the perceived levels of job stress. The multidimensional model of effective
communication via supervisors is cultivated by planning, organizing, controlling, training, and
directing functions (Akkas and Tasnim, 2017). So, supervisors need to communicate with
employees regularly, providing them with positive and constructive feedback (Bhatia and Balani,
2015).

Supervisor communication behavior may have pervasive organizational consequences, impacting
the organization beyond the often immediate gains and clearly recognizable benefits of increased
productivity and quality of work (Jeffrey and Myers, 1998). According to Lee and Kim (2009)'s
study findings, high-quality supervision is measured by effective communication practices; thus,
human-service managers should focus on developing organizational support not only for workers
but also for supervisors because their skills and relationships with workers are critical assets and
resources for the organization. At the end of their research, Gray and Laidlaw (2004) concluded
that subordinates’ communication satisfaction reinforces understanding of the role of
communication practices and its relationship to overall satisfaction, among other important
factors.

2.6.4. Upward communication

It is a kind of communication that comprises information about the subordinate, job
performance, performance appraisal, new ideas, suggestions, and persona problems. It is
important to achieve organizational goals (Kumar, 2014). He also points out the advantages of
upward communication as creating a harmonious relationship between supervisors and
subordinates, providing constructive opinions for development plans, creating a favorable
organizational environment, knowing employees attitudes, easier decision making, and
developing creativity and motivation. It is initiated by staff and directed at executives; it
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frequently takes the form of a complaint or request. These kinds of messages related to problems
and business, customer complaints, and the like are of great importance to managers to correct
and thus improve the business operation (Stevanovi and Gmitrovic, 2016).

2.6.5. Horizontal/ Lateral communication

Horizontal communication is communication that occurs at the same levels of hierarchy, like
communication between managers, peers, and any horizontally equivalent organizationa
members (Kumar, 2014). He also wrote that it is observed that lateral communication at the
worker level isless problematic, at least within afunctional area.

Horizontal communications are very important since they improve coordination between groups,
departments, and services. Because it enables individuals to communicate with their peers,
horizontal communication increases employee satisfaction (Stevanovi and Gmitrovic, 2016).
They aso indicate that it is the most common form of communication in the organization, and
that this type of communication alows the coordination and integration of departments and
sectors performing relatively independent tasks and, as such, is of great importance for the

organization.

2.7. Communication climate

The concept of climate is described briefly by Omisore and Nweke (2014); individuals have
moods and feelings, so do organizations, and thisis called climate. As a subset of organizationa
climate, communication climates in the form of employees’ interactions are a factor that
influences the quality of work life and effectiveness of organizationa functioning (Mohammed
and Hussein, 2013). Nordin et a. (2013) also described that the communication climate is of
paramount importance in an organization as it contributes to the effectiveness and success of an
organization. In general, Holloway (2012) cited Litwin and Stringer (1968) who defined
organizational climate as the set of measurable properties of the work environment that are either
directly or indirectly perceived by the employees who work within the organizational

environment that influences and motivates their behavior.

Communication Climate has a significant impact on organizationa productivity because it

affects the effort of an organization member (Ahsanul, 2013). An organization's communication
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climate may influence the atmosphere, which encourages or hinders horizontal, upward, or
downward communication among employees (Ibid, 2013). It also develops out of interaction
between features of an organization and an individual’s perceptions of those features.

Determining the communication climate in an organization will provide insight into the
employee's perceptions about the communication they receive, the quality and reliability of the
message, and the transparency of their workplace (Biswakarma, 2017). Generaly, Ahsanul
(2013), citing Dennis (1974), states that "organizational communication climate is measured by
securing perceptual reactions of organization members to macro properties of the organization

that are relevant to communication and meaningful to organization members.”

2.8 communication network and medium

In any organization, there are forma and informa communication networks. Formal
communication networks are easier to impose, monitor, and improve decisions. They may also
have a better contribution in terms of efficiency, reliability, and security,... but they lack
flexibility in the process and prevent the organization from treating special cases (Kumar, 2014).

In formal communication, networks have their own positive and negative sides. If the individual
and organizational goals are aligned, informal structures will have appositive effects on formal
routines. On the other hand, if the employees are not satisfied with their work and are not fairly
compensated, informal networks will have negative impacts on the organization (Sarlak and
Salamzadeh, 2014).

Organizations use different mediums to communicate internally through different publications.
Discussions with small groups in the organizational environment need coordination. The only
way to coordinate these people is through large group communication, face-to-face and also
through the new media. So organizations should select the appropriate medium for them. Various
activities and the people interacting with the activities are disseminating information to all those
who are involved, and to ensure that even the channels of disseminating this information are

appropriate (Onyiengo, 2014).
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2.9 Barriers of communication

According to Kumar (2014), communication barriers are defined as obstructions or blockages or
hardships, shutdowns, and bottlenecks in an effective communication system. Noise, language
differences, information overload, inattention, emotions, the pressure of time, and the complexity
of the organizational structure are all barriers he has mentioned. Research shows that of the
aforementioned obstacles, communication barriers between superiors and subordinates take a
greater share. Akkas and Tasnim (2017) find that understanding the barriers between supervisor-
employee communications is a key process for effective communication. They also argue that
the impact of supervison communications on job satisfaction will help reduce barriers to

effective communication.

2.10 Theoretical Framework

As Hecht (2006) indicated in his research, approaches to measurement must be linked to
theoretical orientation. The researcher of this study puts forth two theories for this research. The
first one focuses on organizational effectiveness, and the second one is on employee satisfaction
related to job satisfaction. The final results of the two theories focus on organizational

effectiveness.

Computing values framework:- According to the book Communication Theories, prepared by
the University of Twente (2003-04), by citing Quinn & Rohrbaugh (1983), the Competing
Values Framework emerged from a series of empirica studies on the notion of organizational
effectiveness. These efforts were aimed at giving meaning to the criteria for efficiency. They
found two dimensions of efficacy. The first dimension is linked to organizational direction, from
an internal focus on individuals within the organization to an externa focus on the organization
itself. The second dimension is the contrast between stability and control and flexibility and

change.

According to the book, the framework has four quadrants. My focus is in the first quadrant. An
internal process model that is based on hierarchy, measurement, documentation, and information
management. This theory seeks to balance the organization's internal and externa clients to
maintain organizational efficiency and effectiveness. This emphasis is placed on measuring,

documenting, and managing information, which is related to this research. If managers try to
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manage the information communication system by measuring employee satisfaction, the
effectiveness or productivity of the organization emerges.

Herzberg'stheory

This theory was developed by Fredrick Herzberg. The theory was developed in the course of
determining factors that caused job satisfaction. And aso, this theory supports the importance of
effective internal communication in organizations (Loth and Mushi, 2019). The theory is based
on two sets of factors: job satisfaction (motivating factor) and job dissatisfaction (hygiene
factor). According to Herzberg et al. (1959), interpersonal relationships with subordinates,
interpersonal relationships with peers, and interpersonal relationships with superiors are factors
that create job dissatisfaction. If this negative communication relationship creates job
dissatisfaction, we can say that communication satisfaction matters to job satisfaction.

But as Herzberg said, these relationships are not factors of job satisfaction and instead reduce job
dissatisfaction if they occur positively. In connection with this, Loth and Mushi (2019) also state
that if effective internal communication reduces dissatisfaction, job satisfaction is linked to the
internal communication of the organization and aso job satisfaction is influenced by effective
communication. As mentioned in the above literature, good communication within the
organization plays an essential role in improving employee performance and job satisfaction in
many ways. Herzberg, Mausner, and Snyderman (1959) also contend that while the above
relationship factors are not directly related to job satisfaction factors, they are a prerequisite for
job satisfaction.
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Chapter Three
3. Methodology

This chapter delineates the research method used to evaluate a study aimed at measuring a
specific organization's (EPSE) communication satisfaction. As Creswell (2014) stated, the
research design is linked to philosophical assumptions about the worldview and specific research
methods or procedures that put the approach into effect. Related to this, the purpose of this

research is associated with a pragmatic philosophical point of view.
Pragmatic world view

Pragmatism is a philosophical standpoint that combines both quantitative and qualitative
methods of research integrity. Rather than antecedent conditions, pragmatism as a worldview
emerges through acts, situations, and consequences (Ibid, 2004). Pragmatism not only justifies
mixed research but also offers up all methodological options to a researcher, with mixed research

becoming one way of putting the pragmatic philosophy into practice (Maarouf H. 2019).

The researcher of this study chooses this philosophy because its main focus is on solving
research problems suitable for survey research and also believes that it is important to minimize
the drawbacks that come from having only one method in the research problems. From the mixed
method design, the researcher selects an explanatory sequential mixed method model, first
conducts quantitative research, analyzes the results, and then builds on the results to explain
them in more detail with qualitative research (Creswell, 2014). By this, the researcher gets

advantages in collecting the missed data from one to another.

The research method consists of five parts. research design; data collection method; pilot test;
reliability and validity test; and ethical issues. Murray and Beglar (2009) stated that the methods
section typically includes a description of the participants, instruments, procedures, and the types

of analyses that you will use.
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3.1 Resear ch Design

A correlational research design was used for this study. The methodological approach of this
research is mixed methods. This type of research approach helps to anayze the research findings
in different aspects and evaluate them deeply. As the research is concerned with communication
satisfaction, the researcher's center of attention is more of a quantitative research method. The
research data is collected both qualitatively and quantitatively. The collection of both
guantitative and qualitative data neutralized the weaknesses of each form of data, thereby The
core assumption of these combination approaches provides a more complete understanding of a

research problem than either approach aone (Creswell, 2014).

3.1.1 Population

The Ethiopian Enterprise Postal Service (EPSE) has 23 departments with approximately 788
employees in the head office found in Addis Ababa. Of these employees, 70 are members of
management, including the chief executive officers (CEO) and three deputy chief executive
officers, chief officer (CO), and team leaders. The rest, 718, are officers and practitioners.
Overall, 158 representative samples were used by the researcher. That is 28 employees from the

management and 130 employees from the officers.

3.1.2 Sampling size

There are different formulas created by different research scholars to determine sampling size,
the researcher of this study used Cochran (1963) formulawhich isfavorable to this research.

Ny = Z*pq

In this formula no = sample size, z = (abscissa of the normal curve that cuts off an area q), e =
/desired level of precision/, p = /estimated proportion of an attribute that is present in the
population/ and g = 1-p.

No = Z“pg o= (1.96%(0.5) (0.5) = 196
e (0.07)*
n = Ny = n= 196 =157
1+ (ne-1) 1+ (196 - 7
N 788
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And moreover to triangulate research results from quantitative analysis the researcher used

purposive sampling for qualitative one.

3.1.3 Sampling technique

Sampling is a practical technique when it comes to survey questionnaires. Using a stratified
random sampling technique, the researcher collected samples from management and employees
of EPSE in 23 departments. The sampling frame consists of two levels of positions—
management and professional s/practitioners—according to their population sizes in order to
obtain a representative sample. Furthermore, there are 23 departments that group the levels of
management and professional /practitioners (strata).

The numbers of managers and supervisors are small compared to the number of employees, so
the researcher distributes the questionnaire to all departments, at least one member of
management randomly. Five departments that have more than four management members each
have two questioners. In the case of an employee, the questionnaires were distributed to the
sample employees randomly to each cluster in 23 departments according to the ratio of their
number of employees. A purposive sample, which includes people with experience as
communication heads and who have better knowledge and insight about the organization's
communication system, was utilized by the researcher to gather qualitative data. Thisis donein
order to gather sufficient data from those who are more knowledgeable about the EPSE

communication system.

3.2 Method of data collection

The primary data was collected from questionnaires and interviews. Downs and Hazen's (1977)
communication satisfaction questionnaire (CSQ) is the main method of data collection. The
guestionnaire is built using a seven-step Likert scale to determine how satisfied employees are
with communication through a variety of options. The Likert scale aso offers a more accurate
representation of the true evaluation of an answer that ranges between 1 and 7 (1 = very satisfied,
2 = satisfied, 3 = somewhat pleased, 4 = indifferent, 5 = somewhat dissatisfied, 6 = dissatisfied,
and 7 = very dissatisfied) to indicate the respondents level of satisfaction. From question
numbers 1-8, there are some demographic and general questions and also three questions
(question numbers 9, 10 and 49) are open-ended questions. From open-ended questions, items
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related to communication satisfaction are extracted for further analysis. Questions started from
11-48 are grouped into the eight proposed factors/dimensions/on the basis of Downs and Hazen's
(1977).

And moreover, collecting factua data by using in-depth interviews with the former
communication head and an employee of EPSE is the other way of collecting data. As Haregie
and Tourish (2004:19) stated, this is because it alows for communication experiences to be
explored in detail, and as such, can often produce interesting insights that surveys may miss.

In mixed research, the qualitative data collection sample is usually smaller than the quantitative
data collection sample in mixed research since the objective is to acquire substantial information
from a small sample, whereas in quantitative research, a high number is required to run relevant
statistical tests (Creswell, 2014).

3.2.1 Questionnaire

The questionnaire is prepared by the questions, which are derived from the Downs and Hazen's
(2977) with some wording modifications related to the enterprise. To make the questions more
clear and easy to respond to for the respondents, the communication satisfaction questionnaire
(CSQ) was trandlated by the researcher from the English language to the Amharic language (the
working language of the respondents) and edited by English language experts and bilingual

people.

The questionnaire is translated by using Sousa and Rojjanasrirat’s 7-step guideline of translation,
adaptation, and validation of instruments for cross cultural validation. As Sousa and Rojjanasrirat
(2011) discovered, only a few researchers have described the use of strategies and steps or
processes for the adaptation and/or validation of the instruments. So they emphasized that it is
not sufficient. Also, the methodological approaches are not clearly presented in a user-friendly
format, which makes it difficult for researchers to adopt and follow the recommendations.
Therefore, they propose and present the seven highly recommended methodological approaches
for trandating, adapting, and validating instruments for cross-cultural health care research and

other research in aclear and user-friendly guideline.
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3.2.2 In-depth Interview

An in-depth interview is the other data collection method of this study. It is a qualitative research
data collection technigque that involves conducting intensive interviews with a small number of
respondents. This type of interview involves unstructured and generally open-ended questions
that are few in number and intended to elicit views and opinions from the participants (Creswell,
2014: 239). The primary advantage of in-depth interviews is that they provide much more
detailed information than what is available through other data collection methods, such as
surveys, and they may also provide a more relaxed atmosphere in which to collect information
(Boyce and Neale 2006).

In mixed research methods, both forms of data are collected using the same or parallel variables,
constructs, or concepts. The concept of self-esteem is being measured in both quantitative and
qualitative data collection processes, such asin an open-ended interview (Ibid, 2014).

3.3 Pilot test

To check the validity of the questionnaire, to ensure the questions are understood by the
respondent, to check the acceptability of the questions asked, and the willingness of the
respondent to cooperate, the pretest was conducted. A pilot study obtained 20 respondents. The
main components of CSQ were used as presented by Downs and Hazen in 1977, with some

modifications.

After translating the questionnaire from English to Amharic by using Sousa and Rojjanasrirat’s 7
step guideline of trandation; the questionnaire was distributed to the 20 respondents. All the 20
distributed sample questionnaires were filled in by the respondents. The employees are from
different government organizations, not the sample respondents. Of these, four of them are
supervisors. The participants of the pilot study are researchers at Addis Ababa University
(AAU), public relations (PR) officers, finance officers, librarians, and legal experts in different

offices.

The pre-test study results showed some changes in the questionnaire. Some of the questions in
the dimensions were changed from one dimension to another (question No. 11 from personal
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feedback to organizational integration and question No. 25 from supervisory communication to
personal feedback); two questions were grouped into one (question No. 32) to curb redundancy
because they had similar concepts for the respondent when translated into the Amharic language;
and one question (the trandlated term of "grapevine is active') was removed from the
guestionnaire because it created confusion for the respondent. Some additional open-ended

guestions were incorporated (question No. 9 and 10) to collect the desired response to the study.

The process of pretesting is carried out over a month's time. All the way through, discovered
errors like problems with wording, ambiguous questions, and skipped questions were adjusted,
and the data collection tool was made accordingly.

3.4 Data processing and analysis

Quantitative data from the questionnaire was analyzed by SPSS software and used outputs like
demographic analysis of respondents, frequencies, and person correlation. Moreover, the
research conducted exploratory factor analysis, normality test by kurtosis and skewness, sample
adequacy by KMO and factor loading by Bartlett’s test of Sphericity, appropriateness of the data
by Inter-factor correlation test, Cronbach's apha for reliability test, and aso imputation
technique was used for the missing data treatment. The qualitative data is also used by analyzing
the responses from the interviewees according to the research questions to fill gaps in
guantitative responses.

3.5 Ethical consider ations

To get acceptable information on the study, the researcher should strictly abide by the ethical
standards regarding research. So before distributing the questionnaire, the researcher had a letter
from Addis Ababa University School of Journalism and Communication to get permission from
the EPSE to collect the desired information. The aim of the study is clearly explained by the
researcher so that the respondents fill in the questionnaire with full consent. And also inform the
respondent that their identity is kept confidential and that the result of the study is only used for
academic purposes. The data collected from the respondents is used without distortion.
Information taken from different books and scholars articlesis indicated with areference.
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Chapter Four

4. Discussions and Findings

This chapter analyzes the communication satisfaction, which is related to job satisfaction, of
EPSE employees using the data that comes from the CSQ and the interview. The findings are
reported accordingly, related to the responses of respondents to research questions.

4.1 Demographic Analysis

4.1.1 Employees background analysis

The demographic Data of the sample employee EPSE (sex, marital status, age, education status

experience and time in current position) are described as follows on the next Table 4.1.
Table4.1

Demographic Data presentation

M easurement Indli cator
Frequency Percent
Sex Female 66 48.2%
Male 70 51.1%
Total 135 99.3%
Marital status Married 81 59.1%
Unmarried 47 34.3%
Total 128 93.4%
Age 21-30 49 36.6%
31-40 53 38.7%
41-50 18 13.1%
Over 51 14 10.2%
Total 134 97.8%
Educationa Not finished High school 2 1.5%
Background Completed high school 4 2.9%
Diploma 22 16.1
Degree 90 65.7
Master’s degree 18 131
Total 136 99.3
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Term of Lessthan 1 year 1 v
employment 1-5 year 45 32.8
6-10 years 42 30.7
Over 10 years 49 35.8
Tota 137 100
Time in current | lessthan ayear 19 13.9
position 1-4 year 77 56.2
5-8 year 30 219
over 9 years 10 7.3
Tota 136 99.3

Note. Presentation of demographic information for the EPSE sample popul ation data.

Sex

As shown in Table 4.1 from the number of respondents of the EPSE employees, 66 (48.2%)
employees are female, and 70 (51.1%) employees are males. One of the respondents did not
respond to the sex. Therefore, the researcher used the imputation method and analyzed the data
according to the distribution of the data. The proportion of males and females in the sample is
nearly identical to the actual number of EPSE employees.

Marital Status

Regarding their marital status, 81 employees (59.1%) are married, 47 (34.3%) are single, and 9
of the respondents did not respond to the question about their marital status. Here also, the
researcher adjusts the number according to the distribution of the data.

Age

Concerning the age of the respondents, the majority of the age group in this study as reported by
the respondents is 53 employees between 31 and 40 years old (38.7%). The age range between
21 and 30 is the second largest number, which is 49 employees (36.6%). 18 employees (13.1%)
are between 41 and 50, and the last 14 (10.2%) employees are over 51 years old. Three of the
respondents did not respond to questions about their marital status. So the sample was composed
of all age groups. Here too, the researcher used the imputation method for the missed data.

Education

Regarding the educational background, the majority of the respondents, 91 employees, had afirst
degree, which is (66.4%) of the total respondents. 22 employees (16.1%) have a diploma, and 18

employees, which is (13.1%) have a master’s degree. Only two employees, which is (1.5%) have
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not completed high school, and the four employees, which are (2.9%) of the total respondents,
are completing high school. So the educational background of most of the respondents was over
a diploma. This shows that the respondents gave data with a better understanding of the
guestions.

Term of employment

Concerning the term of employment, from the total sample of the study, the most experienced
and the largest percent of the respondents, which is 49 in number (35.8%), had been employed
for more than 10 years; 45 employees, which is 32.8%), had been employed 1 to 4 years; and 42
employees (30.7%) had been employed 6 to 10 years. Of the total sample, only one employee,
which is (0.7%), had been employed less than a year at EPSE. Overall, 99.3% of the employees
worked in this organization for one to over 10 years. This shows that most of the respondents are
experienced in EPSE, so they could understand the employee communication satisfaction with

the organization.

Timein current position

From the total sample size, the mgjority of the employees, which account for 77 (56.6%), had
been in their current position for 1 to 4 years; 30 employees, which is 22.1%, had been in their
current position for 5 to 8 years; and 19 employees (14%) responded that they had been in their
current position at the EPSE for less than a year; and the remaining 10 employees, which is
7.4%, had been in their current position for more than 9 years. Here also, the researcher used the

imputation method for the missing data.

4.1.2 Response Rate

According to the sample size, 158 questionnaires were distributed to all the 23 departments
appropriate to the number of employees; 28 questionnaires were to management members and
the rest 130 were for the employees. Overall, 145 (91.7%) questionnaires were returned, 25
(89.2%) from management members and 120 (92.3%) from employees. Eight of the returned
guestionnaires were deemed null and void because the respondents did not complete them

correctly and in good faith.So, 137 (86.7%) questionnaires were used for the analysis of this



study. The response rate was relatively high. According to Kerlinger and Lee (2000), when the
response rate is 80-90%, the research is acceptable.

4.1.3 Missing Data Treatment

In this research, from the collected questionnaire, the missed data accounted for 5% of the whole.
According to Hair, Sarstedt, Ringle, and Mena (2012), if the missing data is less than 20% of the
guestionnaire, the research could adjust the data by different mechanisms, like based on the data
distribution and imputation method. According to Watkins (2018), who cited Baraldi & Enders
(2010) and Schumacker (2015) studies of imputation methods with ssimulated and real data, any
method is probably effective when 5% of the data is missing; mean imputation is acceptable
when 10% of the data is missing; and regression imputation is acceptable when 15% of the data
is missing; but multiple imputation methods are more accurate when larger proportions of data

aremissing.

So in this study, because the missing data is <6% and the type of missing data is missing
completely at random (MCAR) and missing at random (MAR), the missing data of some
respondents in the questionnaire was adjusted by the researcher through the imputation method
(replacing a missing value based on a reasonable estimate) by looking at the whole data

distribution and survey observation.

Exploratory factor analysis/EFA/

Exploratory Factor Analysis is useful for categorizing variables because it allows you to
concentrate on afew key elements rather than evaluating a vast number of variables that may or
may not be important (Y ong and Pearce, 2013). In this study, 38 variables are grouped into eight
communication dimensions and anayzed in different directions. In various literature, the term
EFA is commonly used interchangeably to refer to two models with different purposes and

computations: principle components analysis (PCA) and common factor analysis (CFA).

4.2 Nor mality test

The normality test command performs hypothesis tests to examine whether or not the
observations follow a normal distribution. The command performs the following hypothesis
tests: Kolmogorov Smirnov (Lilliefors), Shapiro-Wilk W, D'Agostino-Pearson Skewness,
Kurtosis, and Omnibus K2 tests A norma probability plot could be produced to graphically
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assess whether the sample comes from a normal distribution. Hair, Ringle, and Sarstedt (2011).
Skew and kurtosis are especially influential on r and subsequent EFA results. Skew refers to the
symmetry of the score distribution, whereas kurtosis is a measure of the height of the score
distribution in relation to its width (Watkins, 2018). Watkins also indicated by citing (Curran,
West, & Finch, 1996) that in relation to statistical significance, smulation studies have found

that serious problems may exist when univariate skewness is 22.0 and kurtosis is =7.0. The
normality test of this study isindicated as follows in table 4.2.

Figure4.1

Graph of Normality test
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Table4.2

Normality test

Variables Mean StaD Skewness | Std.Error  of | Kurtosis | Error  of | N

Skewness kurtosis

Independent 3.6065 | 1.15348 | 0.4110 0.207 0.103 0.411 137
(8 dimensions)

Dependent  (Job | 3.46 1.623 0.911 0.207 0.351 0.411 137
satisfaction)

Note. An analysis of survey data's normality test.
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4.3 Factor analysis/Uni-dimensionality data structure/

To measure the questions standard, correlation and description, the researcher conducted Inter-
KMO, Bartlett’s test of Sphericity, factor Correlation and Factor Loading.

4.3.1 KM O and Bartlett’s test of Sphericity test

To measure the questions standard, correlation, and description, the researcher conducted Inter-
Item Correlation, KMO, Factor Loading, and Bartlett’s Test of Sphericity. The Kaiser-Meyer-
Olkin (KMO; Kaiser, 1974) ratio of correlations and partia correlations is a metric of sampling
adequacy that represents the extent to which extents Instead of the variance shared by specific
pairs of variables, correlations are a function of the variance shared across all variables (Watkins,
2018). To check the sampling adequacy, Kaiser-Meyer-Olkin (KMO) is the measurement is
computed as .871.

The result of KMO is advisable if it is between 0.6 and 1, and being close to one shows the
measuring power of measurements is high. Bartlett's (1954) test of sphericity, which statistically
examines the hypothesis of the correlation matrix, is an objective test of the factorability of the
correlation matrix; this test should provide a statistically significant chi-square value to justify
the application of EFA (Watkins 2018). In this study, the researcher adapted the Downs and
Hazen (1977) factor analysis which resulted in eight stable dimensions of communication
satisfaction with some modification (communication climate, supervisory communication,
organizational integration, media quality, organizational perspective, horizontal communication,
subordinate communication, and personal feedback). The approximate Chi square value of the
eight factors is 3154.069. So it was determined that the correlation matrix was appropriate for

factor analysis.

Table4.3

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 871
Approx. Chi-Square 3154.069

Bartlett's Test of Sphericity Df 820
Sig. .000

Note. A test of the sampling adequacy of the case-to-variable ratio.
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4.3.2 Inter-Factor correlation test

As indicated by Tabachnick et al. (2007), when factor correlation Coefficient islessthan .3 it is
poor. When it is between .3 - .49 medium, when it is between 0.5- 0.9 there is a strong relation
between them, and if the determinant is between 1and O and less than 0.0001 there is a problem

on Multi colinearity Concern.

Table4.4
Inter-Factor Correlation Matrix
Organizati | Persona | Corporate | Commun | Supervisory | Media | Coworker | Subordi
onal Feedbac |informatio| ication | Communica | Qualit | Communi nate
Integration k n Climate tion y cation | Commu
nication
Organizational
Integration 1.000
Personal
Feedback .800( 1.000
Corporéte 808| .784| 1.000
information
Communication
Climate .601 .616 .623| 1.000
Supervisory
Communication 510 483 459 .675 1.000
Media Quality 492 .598 524 .798 .693| 1.000
Coworker
Communication 570 .560 444 .793 584 .678 1.000
Subordinate
Communication 341 .326 408 490 381 .687 492( 1.000

Note.The coorelation between the eight dimensions of communication

4.4 Reliability test

Data comes from the questionnaire and is analyzed by SPSS statistical software. Watkins (2018)
indicated by citing Fabrigar et a. (1999) that variables with reliabilities below.70 should be
avoided in EFA. According to Pallant (2010), the Pearson’s correlations and reliability
test/internal consistency of the questionnaire dimension, computed at Cronbach’s alpha of.70 or
above, is acceptable if .70 is good, if .80 is better, and if a = .90 shows the result is best. So the
result of the reliability test for this study is stated as follows in Table 4.5.
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Table4.5
Communication satisfaction dimension reliability

Dimension Cronbach's Alpha | Level of reliability
Organizational Integration .897 Better reliability
Personal Feedback .896 Better reliability
Corporate information .898 Better reliability
Communication Climate .885 Better reliability
Supervisory Communication .909 Best reliability
Media Quality .888 Better reliability
Coworker Communication .895 Better reliability
Subordinate Communication 911 Best reliability
Over all Dimension .909 Best reliability

4.5 Analysis of Research questions

4.5.1. Resear ch question one
1. What is the overall level of communication satisfaction of Ethiopian postal service Enterprise
employee?
4.5.1.1. over all communication Satisfaction

The overall communication satisfaction of the respondents with three levels is computed as
follows in the next Table 4.6.

Table4.6

overall level of communication Satisfaction

Level of Satisfaction Frequency | Percent| Valid Percent
gone up 27 19.7 19.7

valid gone down 48 35.0 35.1
stayed the same 62 45.3 45.3
Total 137 98.5 100.0

Missing O

Total 137| 100.0

Note. As stated in responses following this question, the highest number of employees who
answered “stayed the same” are classified as dissatisfied.
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As shown in table 4.6, when asked what had happened in their level of communication in the
previous 6 months, 62 employees (45.3%) indicated that their communication satisfaction had
stayed the same; 48 employees (35%) indicated that their communication satisfaction had
increased. Regarding the above table, the highest number of employees who answered stayed the
same about their overal level of communication satisfaction. As stated in responses following
this question, the highest number of employees who answered stayed the same are classified as
dissatisfied. On the other hand, the number of people who answered their level of
communication satisfaction gone down to 48 (35%) is quite greater than the number of people
who answered gone up 27 (19.7%). This shows that EPSE has made further improvement in

communication satisfaction of the employees.Comment:

Moreover, to determine the level of communication satisfaction of the employees of EPSE, the
mean of 38 communication satisfaction questions and the mean of the eight dimensions were
computed by the SPSS statistical software. The mean score of all over 38 questions was 3.56 and
the mean score of the eight dimensions was 3.59. According to Downs & Adrian (2004), mean
scores that fall well below the conceptual midpoint (a5 on a 0-10 scale or a4 on a 1-7) can be
thought of as weaknesses. So the above result of the mean score shows that there is
dissatisfaction in communication.  The rank ordered mean scores and the mean of eight

dimensions are identified in table 4.7 and 4.8.
Table4.7

CSQ Rank order of Means

Rank | Mean Questions Category
1 | 438 | Q23.Information about employees benefit and pay Organizational
Integration

2 | 430 | Q26. Extent to which the Organization's| Communication
communication motivates me to meet its goa

Climate
3 4.23 | Q36. Extent to which informal communication is Coworker
active and accurate communication

4 | 415 | Q32. Extent to which the attitudes toward | MediaQuality
communication a the organization are basically
healthy and right

5 | 414 | Q21. Information about achievements and failures of | Corporate
the organization

Information
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6 | 405 | Q24.Information about profit and/or financia standing | Corporate
Information
7 | 405 | Q30. Extent to which the organization's| Communication
communication makes me identify with it or feel avital | Climate
part of it
8 | 400 | Q42. Extent to which the amount of communication at | Media Quality
the organization is about right
9 | 396 | QZ20. Information about changesin my organization Corporate
Information
10 | 383 | Q39. Extent to which conflicts are handled | Coworker
appropriately through proper communication channels. | communication
11 | 3.82 | Q41. Extent to which our meetings are well organized | Media Quality
12 | 3.80 | Q37. Extent to which supervisors are open to accept | Supervisory
ideas communication
13 | 3.76 | Q35. Extent to which communication practices are | Communication
adaptable to emergencies. Climate
14 | 373 | Q25. Extent to which my managers /supervisors | Persona Feedback
understand the problem the staff faced
15 | 3.70 | Q13. With the Information | got about Organizationa | Corporate
policies and goals Information
16 | 3.62 | Q19. With the information | got about government | Corporate
regulation affecting my organization Information
17 | 3.62 | Q28. Extent to which the people in my organization | Communication
have a great ability as communicators Climate
18 | 359 | QB31. Extent to which written directives and reports are | Media Quality
clear and concise
19 | 355 | Q22. Reports on how problems in my job are being | Persona Feedback
handled
20 | 353 | Q16. Recognition | have given for my efforts of work Personal Feedback
21 | 3.49 | Q18. Information about the requirements of my job Organizational
Integration
22 | 3.46 | Q45. Extent to which my staff anticipate my needs for | Subordinate
information. communication
23 | 342 | Q46. Extent to which | can avoid having | Subordinate
communication overload. communication
24 | 340 | Q17. With the Information | got about departmental | Organizational
policies and goals Integration
25 | 3.39 Q14. Information about my performance in | Persona Feedback
comparison to others
26 | 3.33 | Q48. Extent to which my staff feel responsible for | Subordinate
initiating accurate upward communication. communication
27 | 3.29 | Q12. With my Personal information Organizational
Integration
28 | 3.28 | Q44. Extent to which my staff are responsive to Subordinate

41




Downward-directive communication. communication
29 | 3.26 | QI11. Information about my progressin my job Organizational
Integration
30 | 324 | Q47. Extent to which my staff are receptive to | Subordinate
evaluations, suggestions and criticisms. communication
31 | 317 | Q34. Extent to which | receive in time information | Communication
needed to do my job Climate
32 | 3.17 | Q43. Extent to which amount of supervision given to | Supervisory
meisright communication
33 | 3.10 | Q27. Extent to which my supervisor listens and pays | Supervisory
attention to me communication
34 | 3.09 | Q.15. Information about how | am being judged Personal Feedback
35 | 3.07 | Q29. Extent to which my supervisor offers guidance | Supervisory
for solving job related problems communication
36 | 3.05 | Q38. Extent to which communication with other | Coworker
employees at my level is accurate and free flowing communication
37 | 285 | Q33. Extent to which my supervisor trusts me Supervisory
communication
38 | 271 | Q40. Extent to which my work group is compatible to | Coworker
me. communication

Note. The mean result of Likert-type questions with eight categories.

Table4.8

Mean scor e of the eight dimensions

Rank | Dimension M ean
1 Corporate information 3.8898
2 Media Quality 3.8796
3 Communication Climate 3.7810
4 Coworker Communication 3.6454
5 Organizational Integration 3.5754
6 Personal Feedback 3.4595
7 Subordinate Communication 3.3340
8 Supervisory Communication 3.2011
Total 3.5957

According to the composite mean of the identified each CSQ dimension, organizationa

integration ranked first, followed by communication climate, coworker communication, media

quality, and corporate information.The best ranked mean (1-8) from the 38 questions, except the

one that all falls under four dimensions. (Organizational integration, Corporate information,
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Communication Climate and Media Quality). The value of an overall mean score of the eight
dimensions (3.59) and the total mean of 38 questions (3.56). This shows, according to Downs &
Adrian (2004), the mean scores that fall well below the conceptual midpoint (a5 on a 0-10 scale
or a4 on a 1-7) can be thought of as weaknesses. So the mean score shows that the level of
communication satisfaction of employees is law. This shows EPSE should improve the level of

employee communication satisfaction by providing atimely communication audit.

4.5.2 Resear ch question Two

2. Isthere asignificant relationship between communication satisfaction and job satisfaction?

Research question two examines the relationship between communication satisfaction and job
satisfaction of the employees of EPSE. To identify whether there is a relationship between
communication satisfaction and job satisfaction. A Pearson correlation analysis and a Pearson

Chi-Square were conducted.

With regard to Pearson correlation analysis, as clearly shown in table 4.9, al the eight
dimensions of communication have a statistically significant relationship with job satisfaction.
Except for subordinate communication, which has a significant relationship at the correlation
0.05 level, dl the seven (Personal Feedback, Corporate Information, Communication Climate,
Media Quality, Coworker communication, Supervisory Communication) have a strong
relationship with job satisfaction at the correlation 0.01 level.

Table4.9

Correlations between job satisfaction and the eight communication dimension

How |Organi | Pers | Corp | Comm | Supervi | Med | Cowor | Subordi
satisfied | zation | onal | orate |unicati | sory ia ker nate
are you a Feed| infor | on | Comm [Qua | Comm| Comm
with your | Integr | back | matio | Climat | unicati | ity |unicati| unicati

job? ation n e on on on
Haw Pearson 1
satisfied  Correlation
areyou  Sig. (2-
with your tailed)
job N 137
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Pearson

* ok

Organi zeti Correlation .637 1
onal  Sig. (>
Inntegratlo tailed) .000
N 137 137
Pearson *x *x
Correlation 597|858 1
Personal Sig. (2-
Feedback tail ed) .000 .000
N 137 137| 137
Pearson o « | 779
Corporate Correlation 563 | 829 ** 1
Informatio Sig. (2-
N tailed) .000| .000| .000
N 137 137 137| 137
Pearson - | .766| .672°
Communi Correlation 536 | .12 " ’ 1
cation Sig. (2-
Climate tailed) .000 .000| .000| .000
N 137 137 137| 137 137
Superviso  Pearson 208" | 600" 654 .532 204" 1
ry Correlation
Sig. (2-
Communi tailed) .000 .000| .000| .000 .000
cation N 137 137 137| 137 137 137
Pearson 597" | 806 | 92| 0| 7097 | e62”| 1
. Correlation
Media Sig. (2-
Quiality taiglléd) .000( .000| .000| .000| .000 .000
N 137 137 137| 137 137 137| 137
Pearson . | 517| 444 . «+| 596
Coworker Correlation 351|500 " +| 6241 630 " 1
Communi - Sig. (2- 000 .000| .000| .000] .000| .000| .000
cation tailed)
N 137 137 137| 137 137 137| 137 137
. Pearson " . . 687 .
Subordina Correlation 462 341 .326| .408 490 .381 w | 492 1
te Sig. (2-
Communi _g. .020 .096| .112| .043 .013 .060( .000 .012
cation talled)
N 25 25 25 25 25 25 25 25 25

Note. **. Correlation issignificant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).




And moreover, a Pearson Chi-Square was conducted to identify the relationship between
communication and job satisfaction. The results of Pearson chi-squared computation in table
4.10 show that of the eight communication dimensions, four of them (corporate communication,
supervisory communication, media quality, organizational integration, and personal feedback)
are significant in relation to job satisfaction at 0.01 significance level. The Pearson Chi-Square
result of supervisory communication chi-square = 336.823% with p = 0.00 shows that there is a
statistically significant relationship between supervisory communication and job satisfaction.
Also, in corporate communication, Chi-Square = 272.565% with p = 0.00; media quality, Chi-
Square = 215.407% with p = 0.00; organizationa integration, Chi-Square = 246.625% with p =
0.00; and personal feedback, Chi-Square = 227.018° with p = 0.05, respectively, demonstrates
that there is a statistically significant relationship between job and communication satisfaction,

similar to the relationship shown in the person correlation analysisin table 4.9 above.

Discussion

The result of this study is in line with the previous studies of Loth and Mushi (2019) on
maintenance workers in Tanzania; Daresaalam and Alhassanetal, (2017); Akkas and Tasnim
(2017) on their study of Kia Motors automobile company; and Bulutlar and Kamasak (2008) on
their study of blue-collar workers that communication satisfaction has a strong relationship and
impact on job satisfaction. The theoretical assumption of the Herzberg theory that the researcher
used also affirms this result that job satisfaction is linked and influenced by interna
communication. On the other hand, the detailed study of Frone (2014) showed that the
relationship between communication satisfaction and job satisfaction may differ according to
their level of job involvement. Other studies show the significant impact of communication
satisfaction on job satisfaction in connection with job performance. Giri and Kumar (2010) and
Alsayed et a. (2012) affirm that organizational communication has a magor impact on job

satisfaction and performance.

Supervisory/subor dinate communication and job satisfaction

Supervisory communication

The questions included in the supervisory communication dimension are accompanied by a
connection to the relationship between employees and their supervisors. The survey result shows

that, unlike the rest of the 7 dimensions, both male and female respondents were satisfied with
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the five questions included in this dimension that characterize the relationship between
supervisors and subordinates. The survey result of the questions in this dimension shows that 89
(64.9%) subordinate employees are satisfied, only 31 (22.8%) respondents are dissatisfied, and
17 (12.4%) respondents were answered indifferent by the supervisory communication. So the
outnumbered respondents are satisfied with the supervisory communication of EPSE. As
indicated in table 4.9 by person correlation, there is a significant relationship between
supervisory/subordinate relations and job satisfaction.

The above survey and statistical results show that there is a significant relationship between the
employee and the supervisor. As Lee and Kim (2009) indicated, supportive personal
relationships lead workers to believe that they are valued by others, and having a supportive
supervisor has been identified as an important condition for lowering levels of job stress. Also,
they clarify that open communication between workers and their supervisors is a key element of
empowerment strategies and practices for workers. Upward communication, job-relevant
communication, and supportive relationship communication can be empowerment factors for
workers (Lee and Kim 2009).

Subordinate communication

In this dimension, the questions are intended to show that the satisfaction of the supervisors of
the employees is related to the downward and upward exchange of communication. Even though
the survey results of the five questions included in the supervisor dimension that describe the
relationship between supervisors and employees show the supervisors are satisfied with the

relationship with their subordinates, there is no significant relationship with job satisfaction.

According to the survey results from the total 18 male managers/supervisors, 12 (66.6%) of the
male managers/supervisors were satisfied, 3.2 (17.7%) were dissatisfied, and 2.4 (13.3%) were
indifferent about the relationship with their subordinates. On the other hand, out of a total of 7
female managers/supervisors, 4 (57.1%) were satisfied, 2 (28.7%) were dissatisfied, and 0.8
(11.4%) were indifferent about the relationship with their subordinate. On the other hand,
responses to the open-ended question show that there is dissatisfaction between chief executive
officers (CEO) and chief officers (CO)/supervisors/employees. With regard to the relationship
with job satisfaction, the result of Pearson chi-squared = 100.871% with p = 0.115 shows that
thereis an insignificant relationship with job satisfaction.
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4.5.3. Resear ch Question Three

3. What is a difference between male and female employees in communication satisfaction or
dissatisfaction?

Table4.11

communication Satisfaction of the respondents by sex

what happen in your level of Total
communication
gone gone | stayed the same
up down
Sex of female 15 16 35 66
employee male 12 32 27 71
Total 27 48 62 137

Table 4.11 lists the levels of communication in the past 6 months. The communication
satisfaction of 15 (55.5%) females and 12 (44.4%) males has gone up, and also the
communication satisfaction of 35 (56.4%) females and 27 (43.5%) males has stayed the same.
Especialy from their answers, their level of communication satisfaction is going down. The male
employees are significantly outnumbered by female employees, which is 32 in number (67.3%),
when we compare them to female employees, which is 16 in number (32.6%).

In addition to this, the statistical result of job satisfaction with the eight dimensions of
communication satisfaction, especially in communication climate, corporate information,
organizational integrity, personal feedback, and media quality, shows that the male employees of
EPSE have a more significant relationship with communication satisfaction than the female

employees. The details are as follows in each dimension.
Communication Climate

Five questions included in communication climate, (Extent to which the organization's
communication makes me identify with it or feel a vital part of it, Extent to which the
Organization's communication motivates me to meet its goal and Extent to which the people in
my organization have a great ability as communicators, Extent to which communication
practices are adaptable to emergencies, Extent to which | receive in time information needed to
do my job and Extent to which | receive in time information needed to do my job) showed that
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the communication dissatisfaction of male employees are higher in number as compared from
the female one.

Table4.12

Organization's communication climate satisfaction

Organization's communication climate Total

very | satis|somewha| Indiff | somewhat | dissat very
satisfied | fied |t satisfied | erent | dissatisfied | isfied | dissatisfied

Sex of female 6| 10 18 13 10 4 5 66
employee mae 3| 10 15 12 18 6 7 71
Totd 9| 20 33 25 28 10 12| 137

Note. The five questions responses are part of the Organization's communication climate.

According to table 4.12, 31 (43.6%) of the 71 male employees were dissatisfied, 28 (39.4%)
were satisfied, and 12 (17%) were indifferent to the dimension of communication climate. In the
EPSE communication climate, however, 19 (28.7%) female employees were dissatisfied, 34
(51.5%) were satisfied, and 13 (19.7%) were indifferent.

In comparison to male employees,only 27.8% of female employees were dissatisfied on the
dimension of communication climate, while the male employees were dissatisfied 42.2%. As a
result, EPSE should take steps to improve the communication atmosphere in order to satisfy

male employees in particular.

In this dimension, motivation and a sense of belonging are the most important factors in an
organization's ability to be productive. The statistical results in figures 4.2 and 4.3, the open-
ended responses, and a so the interview responses show that the communication climate of EPSE

does not motivate the employees to meet their goal.
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Figure4.2

Graph of how organizational communication fills part of the organization
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the organization's communication makes me identify

Corporate infor mation

From eight communication dimensions, especially three questions which are included in
corporate information (Information about profit and/or financial standing, Information about
changes in my organization, and Information about achievements and failures of the
organization, With the information | got about organizational policies and goals, with the
information | got about government regulations affecting my organization), showed that the
communication dissatisfaction of male respondents is higher in number compared to the female

ones. The details are included in the following tables.
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Table4.13
Corporate Information satisfaction

Corporate Information Tota
very | satis | somewh | Indiff | somewhat | dissat | very |
satisfie | fied at erent | dissatisfie | isfied | dissatis

d satisfied d fied
femae 72| 92 184| 14.8 8| 32 46| 66
Sex of employee
42| 74 156| 116 13.6 7.6 10| 71
Tota 11.4| 16.6 34| 264 21.8| 10.8 14.6| 137

Note. The five questions' responses are part of the corporate information.

On table 4.13, when the respondents asked about the satisfaction of the information obtained
about profit and/or financial standing, 33 (46.4%) of the employees were dissatisfied by saying
either very dissatisfied, dissatisfied, or somewhat dissatisfied. Whereas, of the total sample of 66
female employees, 19 (28.78%) were dissatisfied with the corporate information. On the
contrary, 32 (48.48%) of female employees are satisfied by saying either "very satisfied,”
"satisfied or "somewhat satisfied,” and 25 (35.2%) of male employees are satisfied.

Media Quality
In the dimension of media quality from the included 4 questions, two questions show there is a

disparity between male and female respondents in communication satisfaction and
dissatisfaction. The details are shown in the following tables.

Table4.14

Attitudestoward communication in the organization are basically healthy and right

the attitudes toward communication in the organization are | Total
basically healthy and right

very |satisf| somewh | Indif | somewhat | dissa| very
satisfie | ied at fere | dissatisfie |tisfie| dissatisf
d satisfied | nt d d ied
female 4] 10 17| 15 12 3 5 66
Sex of employee
male 2 3 15| 17 19 5 10 71
Tota 6] 13 32| 3R 31 8 15 137
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In table 4.14, the results indicate that for the question of the healthiness of the attitudes toward
communication in the organization, compared to female employees, 34 (47.8%) of the male
respondents were dissatisfied, 20 (28.1%) were satisfied, and 17 (23.9%) responded indifferent.
Whereas 20 (33.3%) female respondents were dissatisfied, 31 (47%) were satisfied and 15
(22.7%) responded indifferent.

Table4.15

Amount of communication in the organization is about right

amount of communication in the organization is about right | Total

very | sati | somewh | Indiff | somewhat | dissat | very
satisfie | sfie a erent | dissatisfie | isfied | dissatis
d d | satisfied d fied
femae 4| 12 17 11 7 7 8 65
Sex of employee
male 41 7 22 7 18 2 11 71
Total 8| 19 39 18 25 9 19| 137

For the question of the amount of communication in the organization, which is about right on
table 4.15, 31 (43.6%) of male respondents were dissatisfied and 33 (46.4%) were satisfied.
while 22 (33.3%) female employees were dissatisfied and 33 (50%) female employees were
satisfied. Here aso, even if the percent of dissatisfaction of male employees was decreased a

little bit from the satisfied one, there is a great disparity between the satisfaction and
dissatisfaction of the above question.

Organizational Integrity

The survey results indicated that the dissatisfaction of male employees in a question group titled
"Organizational Integrity,” which stated information about employee benefits and pay, shows a
greater disparity between female and male employees. Table 4.20 reported that of the total
number of 70 males, 22 (31.4%) were somewhat dissatisfied, 12 (17.1%) were very dissatisfied,
and 9 (12.8%) were dissatisfied. That means overall, 43 (61.4%) of male employees had lost
their satisfaction. Among the total number of 66 female employees, 15 (22.7%) were somewhat
dissatisfied, 6 (9%) were very dissatisfied, and 4 (6%) were dissatisfied. Overall, 25 (37.8%)
female employees are dissatisfied. This demonstrates that EPSE will make a greater effort to
provide male employees with information about employee benefits and pay.
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Table4.16

Information about employees benefit and pay

Information about employees benefit and pay Total
very | sati | somewh | Indif | somewhat | dissat | very
satisf | sfie a fere | dissatisfie | isfied | dissatis
ied | d |satisfied| nt d fied
Female 41 6 14| 17 15 4 6 66
Sex of employee
Mae 2| 5 11 9 23 9 12 71
Tota 6| 11 25| 26 38 13 18 137

Per sonal Feedback

Table 4.17 reports that one of the questions which are included in personal feedback dimension,
recognition | have given to my effort, 43 (61.4%) male respondents were dissatisfied, and the 18
(25.7%) ones were satisfied with the information which got about employees benefit and pay. On

the contrary 25 (37.8%) of the female respondents were dissatisfied, and the 24 (36.3%) ones
were satisfied by the above information. This aso shows a great disparity within male and

female employees by the satisfaction of information about employees benefit and pay. So here

also EPSE should take measures on communication satisfaction of male employees.

Table4.17
Recognition | have given for my efforts of work

Recognition | have given for my efforts of work Tota

very | sati | somewh | Indiff | somewhat | dissat very |
satisfie | sfie at erent | dissatisfie | isfied | dissatisfie
d d | satisfied d d

Sex of female 11| 16 16 9 5 3 6| 66
employee male 13 7 12 7 18 7 7| 71
Tota 24| 23 28 16 23 10 13| 137

Moreover, an independent sample t-test was conducted to determine whether there is a difference

in communication satisfaction and dissatisfaction between male and female respondents. The

result shows that especialy in the dimension of communication climate (p = 0.00), corporate

communication (p = 0.00), coworker communication (p = 0.05) and personal feedback (p =

52




0.05). So there is a significant statistical difference between male and female respondents in
communication satisfaction and dissatisfaction.

Overal, questions included in the six communication dimensions. communication climate,
corporate information, personal feedback, organizational integrity, and media quality, except for
supervisory and subordinate and coworker communication, the above statistical measurements
show that there is a statistically significant difference in satisfaction and dissatisfaction between
male and female employees. Male employees are more dissatisfied as compared to female

employees.

4.5.4 Resear ch Question Four

4. |sthere a difference between senior and junior staff members on communication satisfaction?

Table4.18

communication satisfaction of the senior and junior staff members

what happen in your level of Total
communication?

gone up | gonedown | stayed the same
lessthan 1 year 0 0 1 1
How long you work 1-5 year 10 8 26 44
inthisorganization  6-10 year 7 18 17 42
over 10 years 10 22 18 50
Tota 27 46 62 137

As shown in the above table 4.18, there is a significant relationship between senior and junior
staff on communication satisfaction. When the term of employment increases, the level of
communication satisfaction decreases. When the number of employees who worked 1-5 years,
44, was compared to those who worked 6-10 years, 42, the employees who worked 1-5 years
were dissatisfied at a minimum of 8 (18.7%), whereas the employees who worked 6-10 years
were dissatisfied at a minimum of 18 (42.8%).

The same is true that the employment of people who worked over 10 years found 22 (44%) level
of communication satisfaction was going down. On the other hand, the number of employees
who answered their level of communication stayed the same, and they also had alarge number at
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each age level, even if it is not known whether it was negatively or positively. But overal, the
result shows that there is a statistically significant difference in communication satisfaction
between the old and the new staff. The senior staff's level of communication satisfaction was
decreased compared to the junior staff.

4.5.5 Research question 5
5. Could Formal/Informal communication channel has a significant connection with

communication satisfaction?

The fifth research question seeks to investigate the role of formal and informal communication in
EPSE communication satisfaction. By analyzing the survey questions dealing with formal
channels, which are included in the dimension of corporate information and media quality
(Questions 13, 19, 20, 21, 24, 31, 32, 41, 42) and informal channels, which are included in the
dimension of coworker communication (Questions 35, 36, 38, 40), significantly related to

communication satisfaction.

Table 4.9 shows that there is a significant relationship between corporate information, media
quality, and coworker communication. In addition to this, to identify the relationship between
informal and formal communication with communication satisfaction, person chi-square was
conducted. The Pearson Chi-Square result of the formal channel, in the dimension of corporate
information, Chi-Square = 82.557% with p = 0.04 and media quality, Chi-Square = 90.235% with p
= 0.00, shows that there is a statistically significant relationship between formal communication
channels and communication satisfaction. And also in the informal communication channel of
the coworker communication dimension, Chi-Square = 68.829% with p = 0.02 shows that there is
a dsatistically significant relationship between informal communication channels and

communication satisfaction.

Furthermore, the answers to open-ended questions, as well as the survey results for questions 38
and 40 on tables 4.19 and 4.20, show a positive significant relationship with communication
satisfaction. Both the male 43 (60.5%) and female 47 (70.2%) employees were significantly
satisfied with the informal communication, particularly connected with lateral employees
communication relationships as presented in table 19. Moreover, 50 (75%) female and 51 (71%)

mal e employees were satisfied with their work group.
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Table4.19
communication with other employees at my level isaccurate and free flowing

communication with other employees at my level is accurate and free | Total
flowing
very | satisf| somewha | Indiff | somewhat | dissati very
satisfied| ied |tsatisfied| erent | dissatisfied | sfied | dissatisfied
Sex of female 14| 17 16 12 1 1 5| 66
employee  male 10 22 11 9 12 4 3 71
Tota 241 39 27 21 13 5 8| 137
Note. Independent of employees' communication with their level.
Table 4.20
my work group is compatibleto me
my work group is compatible to me Total
very | satisf | somewha| Indiff [ somewhat | Dissat very
satisfie | ied t erent | dissatisfied | isfied | dissatisfied
d satisfied
Sex of female 221 19 9 11 3| 66
employee  male 11 26 14 8 6 70
Tota 33| 46 23 19 4 3 9| 137

Note. the compatability of working groups with individuals.

In the case of open-ended questions, Table 4.21 reported that 60 respondents responded to
guestion no. 9. From this, 31 (51.6%) of the respondents, which is 26 (83.8%) of them were
males, had decreased their level of communication in connection with formal and informal

communication channels. Thisis the same result from research question three.

Table4.21
Reasons associated with communication satisfaction
Reasons associated with communication Total
connected to | connected to | not connected to
communicati | communicatio| communication
on positively | n negatively
Sex of femae 8 5 7 20
employee male 5 26 9 40
Total 13 31 16 60

Note. An overview of answers to open-ended questions.
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The sample responses to open-ended question number 9 (In the past 6 months, what has
happened to your level of satisfaction? If you have any reason for the answer you give to
the above question in terms of communication, please jot down here) are summarized
below.

The magjority of answers to open-ended question number 9 suggest that there is very limited
communication between top management and employees. The employees claimed that, despite
some communication, the relationship between the top managers and the employees is solely
based on the managers desires. They claimed that top managers do not want to meet with the
employees, do not want to know how they are doing, and do not want to discuss decision-making
with middle management. Additionally, because the managers of the organization did not
properly attend to an internal employee, the workers lost their trust in the managers because they

were unaware of their actions and thoughts.

Here are also summaries of some of the sample answers to open-ended question number

10: List any obstaclesthat prevent you from being satisfied with your current jab.

The sample responses generally show that ineffective communication hinders job effectiveness
and productivity. Due to unfair treatment, employees feel employment insecurity and a lack of
job creativity since the organization does not comprehend their situations, and they are also not
helped by contemporary communication technologies. They added that management does not
have complete knowledge of the task completed because they are not in contact with the
workforce. The employees are uncomfortable and unsatisfied with the rapidly changing rules, the
lack of prompt, accurate, and unambiguous decisions that point them in the right path, and the
suspicion they are met with by their supervisors. On the other hand, experienced workers are
releasing their work and the organization is letting down the employees for a variety of reasons

because the top managers are reluctant to connect with the workforce.

4.5.6 Research question 6

6. Could supervisory/subordinate relationship have a significant effect on communication
satisfaction?

The survey questions in the dimension of supervisory and subordinate communication were

designed to show employees levels of satisfaction with both downward and upward
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communication exchanges with their supervisor. As shown in table 4.20, 65.6% of supervisors
of the EPSE were satisfied by the communication relationship with their subordinate, 12.8%
were indifferent, and 21.6% were dissatisfied by their communication relationship with their
subordinate.

Table4.22

super visory/subordinate communication relationship

very satisfie |[somewhat | Indiffergsomewhat dissatis  very Total
satisfiedd satisfied nt |dissatisfied | fied |dissatisfied
No of 12 6 9.2 3.2 34 12 |08 25
SUpervisors
Present 4.8% | 24% | 36.8% 12.8% | 13.6% 4.8% | 3.2% 100%

Note. A two-way flow of communication between superiors and subordinates.

Downward communication

The results of down-ward communication between supervisors and their subordinates show that
there is a positively significant relationship between supervisors and their subordinates. As
indicated in Table 4. 25, from the total sample size of 64, 6% of the supervisors were satisfied
with their relationship with their subordinate, 28% of the supervisors were dissatisfied, and 8%
were indifferent.

Table 4.23 Downward communication

very satisfied| somewhat | Indiff somewhat |dissatisff very | Tota
sati sfied satisfied | erent |dissatisfied| ied |dissatisfied
No of 3 7 6 2 4 2 1 25
SUpervisors
Present 12% 28% | 24% 8% | 16% 8% 4% 100%

Note. The supervisors' supervision-related communication with their subordinates
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Upward communication

Like downward communication, superiors are satisfied by upward communication with their
subordinates. According to table 4.22, 68% of supervisors are satisfied with their upward
relationship with their subordinates, while only 20% are dissatisfied and 12% are indifferent with
this relationship.

Table4.24

Upward communication

very satisfied | somewhat|Indifferesomewhat |Dissati| very | Tota
satisfied satisfied nt |dissatisfied | sfied |dissatisfied
No of 2 5 10 3 2 2 1 25
SUpervisors
Percent 8% 20% 40% 12% 8% 8% | 4% 100%

Note. A type of communication in which a subordinate shares and requests information
from their superiors.

Discussion

Successful supervisors have frequently matriculated to management positions through efficient
organizational relationships in which they supported organizational values. The communication
style of their superiors may cause subordinates to associate competence with upholding and
advancing organizational ideals. The results of the survey and the interview indicate that, in
comparison to the top management/middie management communication relationship, there is a
better communication interaction between supervisors and subordinates in EPSE. The male

supervisors are satisfied in this dimension compared to the other six communication aspects.
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Chapter Five
5 Conclusion and Recommendation

5.1 Conclusion

In this agile world, there is a sophisticated information transmitted with different communication
channels. Employees are suspicious about the information they hear daily. As a result, hearing
information from top management, particularly the CEO, gives employees the idea that they are
getting all of the facts and makes them feel important (White et al., 2010).

The overall purpose of this study is to assess the communication satisfaction in EPSE by auditing
the current communication practicesand the relationship betweenjob satisfaction and
communication in EPSE. According to survey results for overall communication satisfaction (63
percent), employee satisfaction with communication has decreased in comparison to employees
whose satisfaction has increased (37 percent). The statistical communication satisfaction of the
six out of eight communication dimensions, responses to open-ended questions, and interview
responses of this study found that the communication rel ationshi ps between top management and
the middle and top management and employees are relatively limited. The employees didn’t
know what the top management's idea was because there was no clear communication channel to

create a relationship between the top management and the employees.

On the other hand, the result of the study shows that there is a significant strength in supervisory
subordinate relationships and employee-to-employee communication relationships in the
EPSE. The survey result of this study showed that 62.6% of male employees and 66.6% of
female employees of the EPSE were satisfied, very satisfied or somewhat satisfied with the
communication with their supervisors. Moreover, 73.4% of femae and 66.1% of male
employees are sdatisfied, very satisfied or somewhat satisfied with the communication

relationship between employees.

The first step to creating a good relationship between top management and the employees is
identifying the level of employee communication satisfaction. The survey results and interview
responses show that EPSE didn’t give proper attention to employee feelings about their
organization through forma and informal communication channels. Measuring employees

communication satisfaction efforts is the main chalenge of many organizations. Like most
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government organizations, EPSE doesn’t measure the level of communication satisfaction of its
employees. But to enhance organizationa effectiveness on the basis of mutual trust, measuring
employee communication satisfaction is vital.

The other result of this study shows that there is a significant relationship between
communication satisfaction and job satisfaction. The results of Pearson Chi-Square computation
shows that of the eight communication dimensions, five of them (Corporate communication,
Supervisory communication, Media quality, Organizational Integration, and Persona Feedback)
are significantly related to job satisfaction at 0.01 significance level.

M easuring the communi cation satisfaction of the employeesis essential to achieve the objectives
of organizationa goals. It is also important to understand that the organization monitors changes
in communication on what, who, and when to implement the communication strategy by auditing
the current situation. This study also found that male employees are dissatisfied compared to
females, and aso that senior employees are dissatisfied compared to junior ones. So, as Hargie
and Tourish (2004) state, al organizations need a focused communication strategy, designed to
build a world class system for sustaining internal communications by utilizing communication
audit techniques.

5.2 Recommendations

The study identified the strengths and weaknesses of the communication environment of the
EPSE. On the basis of the conclusion in the above, the following recommendations are

forwarded to improve the level of communication satisfaction of the employees.

& Face-to-face communication is crucial for improving employee productivity and
emotional intelligence. Additionally, the confidence of the employee depends on getting
information directly from the top managers. Therefore, senior managers should consider
personal influence through face-to-face conversations with staff at least once every three
months and regular discussions with middle managers in order to enhance employee
communication satisfaction and attain organizational goals.

& Itiscrucia for an organization's leader to pay specia attention to the peculiarities of the

employees. The EPSE management team can raise the level of communication
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satisfaction by focusing on the experienced workers and aso on the male employees and
establishing various motivational approaches to exploit and utilize their knowledge.
Providing employees with accurate information about the organization, such as its
successes and failures, financial situation and profit, and benefits and pay, has also been
identified as an area where EPSE failed. In addition, the company didn't pay enough
attention to the concerns of its employees. EPSE needs to identify numerous multi-
directional communication channels in order to inform staff members about
organizational activities and to promote a positive institutional culture,

Although it is often accepted that employees have a significant impact on an
organization's success, the survey and interview results reveal that the EPSE senior
management has not given enough attention to the dissatisfaction of employee
communication. Therefore, instead of ignoring the problem, the organization would be

better off considering proper internal communication management.

Since the study's findings indicate a strong correl ation between employee job satisfaction
and communication satisfaction, the organization would place a high focus on enhancing
employee communication satisfaction in order to be effective and achieve its objectives.
Therefore, stronger efforts are expected from leaders and top managers to communicate

with their staff in different ways.

Overdl, carefully planned audits of communication processes, especialy for interna
communication, are essential for an organization to be productive and ensure sustainable
development. According to the study, the EPSE still doesn't measure how satisfied its
employees are with their communications. In order to enhance employees commitment
and confidence as well as their productivity, managers should include a communication

audit into the regular communication planning process.
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Annexes

Annex 1

Employee's Communication Satisfaction Questioner
Addis Ababa University
School of journalism and communication

| am an MA student of Public Relations and Communication strategy at Addis Ababa University
in the faculty school of journalism and Communication. This is a questionnaire for a study in
partial fulfillment of the requirements for the degree of Master of Arts focusing on the
satisfaction of the workers’ of Ethiopian Postal Service Enterprise with regard to communication
at their work place. In other words, the purpose of this study is to explore the current
communication system and communication satisfaction of your organization and to give
recommendation for satisfactory communication system based on the findings of the research. |
hope you will respond the questions honestly with full attention and commitment.

Thank you!
Part one
General infor mation
1. Your sex A. Femae B. Male
2. Your Age A. <20 B. 21-30 C. 31-40 D 41-50 E. >51
3. Pleaseindicate your marital status. A.married  B.single C. widow
4. What isyour educational level?
A. | did not finished High school B. | completed High school C. Diploma
D. College Degree E. Master's Degree F. Doctoral degree
5. How long have you worked in this organization?
A. <oneyear B.1-5years C.6-10years D. over 10 years
6. How long have you been in your current position?
A. <oneyear B.1l-4years C.4-8years D.over 9years
7. How satisfied are you with your job?
A. Very satisfied B. Satisfied C. Somewhat satisfied
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D. Indifferent E. Somewhat dissatisfied F. Dissatisfied
G. Very dissatisfied

8. In the past 6 months what has happened to your level of satisfaction?
A. Gone up B. Gone down C. Stayed the same

9. If you have any reason for the answer you give for question number 8 in terms of

communication, please jot down here.

The expressions listed below are severa kinds of information often associated with a person's

job. Please indicate your level of satisfaction with the amount and/or quality of each level of

information by putting v mark against the number you chose at the right side of the table.

1 2 3 4 5 6 7
Very Satisfied | Somewhat | Indifferent | Somewhat | Dissatisfied | Very
satisfied satisfied dissatisfied dissatisfied
2 4 5 6 7
11 Information about my progressin my job
12 Information ~ with  my  Persona
information
13 With the Information | got about
Organizational policiesand goals
14 Information about my performance in
comparison to others
15 Information about how | am being judged
16 Recognition | have given for my efforts of
work
17 With the Information | got about
departmental policies and goals
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18 Information about the requirements of my
job

19 With the information | got about
government regulation affecting my
organization

20 Information about changes in my
organization

21 Information about achievements and
failures of the organization

22 Reports on how problems in my job are
being handled

23 Information about employees benefit and
pay

24 Information about profit and/or financial
standing

Please indicate in what extent satisfied you are with the following communication related
information by putting v mark against the number you chose at the right side of the table.

1 2 3 4 5 6 7
Very Satisfied | Somewhat | Indifferent | Somewhat | Dissatisfied | Very
satisfied satisfied dissatisfied dissatisfied

25 Extent to which my managers /supervisors understand the
problem the staff faced

26 Extent to which the Organization's communication motivates
me to meet its goal

27 Extent to which my supervisor listens and pays attention to

me

28 Extent to which the people in my organization have a great
ability as communicators

29 Extent to which my supervisor offers guidance for solving
job related problems

30 Extent to which the organization's communication makes me
identify with it or feel avital part of it
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31 Extent to which written directives and reports are clear and

concise

32 Extent to which the attitudes toward communication at the

organization are basically healthy and right

33 Extent to which my supervisor trusts me

34 Extent to which | receive in time information needed to do
my job

35 Extent to which communication practices are adaptable to

emergencies.

36 Extent to which informal communicationis
active and accurate

37 Extent to which supervisors are open to accept ideas

38 Extent to which communication with other employees at my

level is accurate and free flowing

39 Extent to which conflicts are handled appropriately through

proper communication channels.

40 Extent to which my work group is compatible to me.

41 Extent to which our meetings are well organized

42 Extent to which the amount of communication at the
organization is about right

43 Extent to which amount of supervision given to meisright

For the next five questions, indicate your satisfaction with the following only if you are responsible

for staff as amanger or supervisor

44 Extent to which my staff are responsive to

Downward-directive communication.

45 Extent to which my staff anticipate my needs for

information.

46 Extent to which | can avoid having communication

overload.
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47 Extent to which my staff are receptive to evaluations,
suggestions and criticisms.
48 Extent to which my staff feel responsible for initiating

accurate upward communication.

49. If there is a means of communication related to your job than you need to be changed to

make you more satisfied, please give your comment here.

Thank you!
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Annex 2

PN&+E ATFIH/Pha Wi/ AChd AANANP PMESP
PILMATT AT e T FIH/ N1 h (Y +RUCT 0T
A8 ANN RLNCA
NASN ANN RLACAL NIHLMTETHST ha™RINAY &t F92UCT Nt PUA+E 894 +a9¢ 17

PUATE £ aPaD/ P &vdot NAPALT AL AIFAU: MEEID PATEAL 703 AT
ECEF PAGTET AT /NARINATY AChF PALARPANT NARUR £UT APMES AHJETF ME
ATt R FAL = PGk 9ATY NARNLP NFFU ALY PADT PRI NCOF AT PTTYE
AChg nanaocanc e+AA P77t YT ATSPC 2R UAN aPAMmT jax: PARANANG-
/8 NHU DFT @b, AAA mTF ARMATR: AMPEPE ax et Am+@ NFMTyT
mMLRT PA+D ATRMMAMNAT N4 ALCIAU:

AMATAU!
ANNP FNNATD-T LA NTIANN ARANPT PhTPM-
1 °+P U. nt A D78

2.R&MP U, N20AMTNFT  A.21-30 h.31-40 d° 41-50 W h51NAL

3. ANAPY PINF 1P PanAnk u. Pnr A. AN . Pk

4. 0FIPUCT BLEPTY N19147?

U. PATE 828 PAMTPR A. PA+E BB PMmTPd . & T
. 8914 W, PARN+CN 8,914 . PRATLT 8214

5. NHU &CEF @D AT PUA 1H (42

U.Nh 19a0% NF A .1-59ani . 6-10 4 a0 a 10 4aDF NAL

6. AT NANT PN 828 AP PUA 1H 8 2
U.h 19a% N+ A. 1-49ad% . 5-89aoit an, N 9gddiNAL

7.NN&P LAPT Cha 9B PUA 107
U. nm9® AZhAL A. AKZhAL h. NAPME AZhAL an, goygn ag+
RALATITR W, AChF& HP+T 10 N. heZhge 4. NMIR haln9e
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8. NA%T 6 Mt @AM NAMPAL NAL+ETT NUALPT IC PAPT +£MP YTyt

a1 A%/ PACNF BLEP 9o £APNAA?

U. h& N4 A. DCE 4

h. ATLINS 10>

9. AP &M( 8 PARAF ARAN hUAL MBI NAAT NAGHE IC NAT 7T+ IC N+ PH

gohT LT NPT ANAPT IR0+ EMbde:

10. PN& ACNF AT8LPCPTF P P LT P4 MTTFM-I° AATH AT WA ANNPT PARAR+::

NHU NFF P+HZHET ARZEPTF DAL AM- P4 Ui IC P+PPH SFMm-: ANAP PACNPT

PChF 848 Paq pPapAN+@F A9AFIR NALIE TS ALTF OB/E ODMT AT/MLTR Mt 9o PUA

ACNF A18AP PaQ PADAR+@Y ®MC NPT NNrA vV JRANT NARL e PAPAN+:

& & +

nm

AZNA

Y4
nA

nao
M’k
AZNA

gRygo
AT

AA&.A
Q9o

ACN
F6
He+
F o

hé\
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nm

YaY4)

11

NN @NM NAAT APARA N7 Tm- Ao/ 8

12

ALY NATLMAN+ OO/ BPF NAQ7 T ABLE

13

NA ECEFP 7AAPT AT CINTF N7 TM- aoL5

14

Pe RERRID NPET hANRT IC ATDSELC
N9 5@ an/ 8

15

APTF DAL PAFOY A+PE (19°F) NEOE-$Nt
m/g

16

NN&® Mg AMRPYT NMLELIm™ M+
NTAM?Y AD-$5

17

NA N N&A ZAAPT AT OINF N7 T@- Ao/ 8

18

AR NATLPNLAT 17CF N7 Tm- aol B

19

nao/Nt  Ne IC +PPHIF NAATFD- PARI9nT
£INF N7 Tm- ao/ B
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Nao/N+ AATNYE. AD-MT NAY7TM. an/ 8

21

NA @/Nk NNET AT O b$T NA97TM- ab/E

22

NN&e @M PaQIPma>  Fored  A78%F
ATLMN+GT8. PO Mear 70T N+MRAN+
Na77m- ao/5

23

PALTETT mPIR AT A& LT NHIAN+ NTY7TM-
am/8

24

NA /N FC& AT/@LID PTTHAN Uit N7 T
/g
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25

PNALS PPCN UALPE Wt F
P PIMAF@T FOICTF NTULENT AN

26

PO®/NET N hMmAht A5G PR/
PhainAY A9INN A% AL NMZMD aRIAAT

27

AAPR ALY AGREADA NAYAMT Fhdt

28

ne/Nt oA PA APT NITFIF A79C
/hae L AY NAFED- Fie

29

NN¢ IC O+LPH TOCTT ADRE 7+ &L UALR
NTAM?% APmMmer, M7

30

PaR/N& PVTFIF /hAiRAY UiF PAR/Nk
ATE ANA ATRLPTIN: AT8NTT DAL L AT9C

31

PeArG RO PPF AG 7T 1A% AGT A6oeC
PADPTFM AN

32

Nae/N+ @A AT RIFH/ AN A Y/
M PAD- AAPANNT MSMYHT +IN 7T aPM7Y
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33

PPCN UALR N2 AL NAG- ARTF TPM7Y

34 | NeRT AMNGF PMLNLATET dRZE NDd+
NeeNANT Ui
35 | 217+E ANHRFYT NON+T1e RY9C PRI

Nai /Y PAALC ARS8 NANT 828

36 | ameng NALY a318 NA®/N+ NTYALE aBLE
&M7HT FANATTE U
37 1 P%CN  UALPF  PALTETT YAN AdR$NA
NAT® HIEB.5%F
1 2 |3 4 5 6 |7
38 | NAL 2B NA AT ALtEF IC NMmLlIo-
AR AN RY FhNAT T AT 197 aPMY
39 | 9 tT NHING PARIGE  aY2F  NThhA
NTA+578.0%F U
40 | PAL MY AL NAM- +h999m 7
41 | ANANPFTT N+LLB.NF AN
42 | NAMPAL NA®/ N+ N9R75@  PARZE dPMm7Yy
NS+5 FNNATTT
43 | n®CN UALR NTERZIAT  PhFtd  aem7
ThAAZT T
AM M AT APNT D PRPT AChFPT NMMANT aAN P AM-F PAL+ETF PPCN
UAL @EIR PNAL YAL NAPPT JALTT P@AS. hUPY NF 10-=
+ 1 2 |3 4 5 6 |7
o nm | AZ | Nae | 9Py92 | ACh | AA | NMI®
. go NA | M+ | @A+ | & | Zh | Adgh
ACNA | | AZh | AALA | HE+ |9 |9
V3 AU | 99 [0S
44 | nAL OEFT POUMCLMy dPARLP Nt
A+@F NTLAM-T TOAR
45 | ALtHBF PORZE &ATET ANPE P NTY/8.NT
amMmy
46 | 7Tyt (ha™IRAY)  eag NAPMY  NAL

76




AT8LSC NNDLNT a°m7Yy

AFIMPFIT M@MPFIT  FFFFT  NLTPRE
NM$LNANT APM7

nFt @8 AL FhAAT PUYT aVTIT ATAFC
N&+EF NTATIFO- PUALTT APM7

49. AMPAL NNEP IC N+PPH NMIIT@-9° A28 N$PC ACAPT LNAMD A PLNPT PARFA
P FIF /Pha™ AT/ a2 8 A ANAP AT&T2 ATLAD- ANTPPHPT RAMN:

ATMPATAT!
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Annex 3
Interview Questions
PPA MLP

1. +&a™ PtAM@Y UALTT AGROmM* hhaih Y AR P PALFET NPT N1A6-AT?
N+AL NALHE aTrIF a1 nRY AT9C? PHga> aopng Py Yt doyqe ger ey
1@ N1H ATICH ATET BIA9A?

2. NGHEm PHRa-yge Py 3Fm-39° ao/g ey p13Nt: h+gka™ JC Paq9NG
M@y NFRIET 1@-? +ATEON AT&F RIAIA? PAL+HE PO-NM ATTIE Chan
+ANT PO-PA ?

3. NCAP ALAE PALHETFT PNAL UALPTF AT UT° PNLTEFE PRCN UALPT 97Tt
A8t B1ASA NLPN4AT?

4. RYBAYE N4td NHEIR @AM PADTY PALHE T THIH/Pha™NAY AChF AT PN
ACNAF A18F 2746 FA? 1T FRIH/PNA™INAY AChF NG AR PAD +BAFH TR1L7
a7

5. ATRAGTE NATEEL 70 A1A9T £CEF @Nm NPCN YALT NNAR UALST hAG+T
IC PAPTF AV FIH/PhaA> LN AY/ AChF 97 LAPAAA? NACNSFP JIC +PL2H NNEP AL
PALLO +BAT TRIET 1D

6. Pha™inAY ChF7 ATIAAAA 927 ARALYF AANT NAD- PTRTA?

78



