CHAPTER ONE
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&
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1.1 BACKGROUND OF THE STUDY Q
The Sulfo-Rwanda industries limited is a manufactui 0 pan@in Kigali

capital city of Rwanda. It is located at rue du $MA No. 10,9 'fron\&'the

general direction of the company ESWA (Energy er and ‘Sa itation A ﬁ’lty)

\,
According to the company pro |Iw th

;‘r
anda{n ustries limited
was established by Tadjin Hussain affer It Il&bcegan its activities in
é? A
1964. Feasibility studies and prm%i allw of a ufa‘;@nng soap was designed
in 1961. A‘Q
S
WP
Subsequently, at 0- e as conducted for three years to

ou
determine its pro& , th @f products to be manufactured, the total cost of

*

the plant, the e of anag potentlal and the socio-economic impact
the devel of t untr %éy/ then, it was a work for the grandiose
indust I| nprospe so(R\@a It became a limited liability company (LLC) in

1 T e years 1970- 1980\/vere a period of expansion, diversification and

0 idation.



In 1980 the Development Bank of Rwanda commonly referred to by its French
name Banque Rwandaise de Développement (BRD) became a shareholder ow

Rwanda industries SA with a contribution of 20% of the share capital @}ed to

FRW 225 million. *

According to forecasts of the new law of 1988 on coqme ial companies, all

companies using capital greater than or equal to FRW 1 Wfre classified as

corporations. It is in this context that the Sulfo Rwa industrie anged its

status into a limited company. Since then, it has@vm is now t')f‘t{e\)group
of large industrial plants in east and central The Bl thdr%y?rom the
company in 1998 as part of prlvatlzatlomx;m\res re re ased by the
remaining shareholders. \%
S N
o

Like many other comp Suﬁo Rwanda Indigrles has not escaped the

&
effects of the war and g of L uch @s property was stolen and
or

damaged others. Thus,% of its
4

At the end of all &Kpr bie con@ reopened after the war and new
&rod ifi [

strategies had been Iop \

sales was G@ted ’ (j)
21— AAES

‘\

111 Mlssmn and ObjectlveS{f the Sulfo Rwanda Industries Ltd

c'e killed and another left for exile.

I the company's main mission has been;

a
Q:\E Local production of laundry soaps;

The creation of employment;

« Contribution to the development of the country.



As a result of the changing economic environment, the goals set for the company are:
1. produce better quality goods; Y'
2. Create customer in areas still unknown; c}
3. add value to local raw materials by converting them into finishﬂNucts;
4. promote the development of the country by the regular payment of taxes and

tax wages to employees; V

5. Protect the environment by preventing the produc ocrodrcts that pollute

nature. \d
'Y

| &
At the moment, The Sulfo Rwanda Industries L@ compﬁ ch p@@ss:
» The manufacture of all kinds of soawd, eter n\ év.
« Import, processing chemicals, &cs nd food;
« processing and manufacturirﬁ%kinds 0 \Fﬂ%l
» The manufacture of all ki conf@ction Vi Q?::)
« The manufacture of candles;
« General trade, %ﬁxpo‘bj ( §
4 ¢ &
@

AN Iy,

1.1.2 The company managanent structu re$’

‘i
As many co s Sulfo Rwanda b tries has management structure in which

superiors’c unicate Wi ;mplo@s through communication channels in order to

acht@mpany’ objectives. Its ?ﬂ'ucture involved the general assembly, the board of
N

\&s, president general director, the directorate-general, production management,

/
/

administrative management, the management of supply, the sales department and the

nance and accounting department.



1.1.3 The general assembly

Yassin (2007) stated that the company established the General Assembly V\T
itutes

constituted by the shareholders' meeting. The General Assembly regularlyc

and represents all partners. Its decisions are taken in accordance with&w and the

statutes require all partners, even absent, dissident or not. Y .
Invitations containing the agenda and setting the , Z: e find place of the
meeting must be sent to shareholders by registere and eh«g&ﬁetter with
AR
acknowledgment of receipt at least eight days befo date of the s'e@ The
General Assembly deliberates on matters referr. ag% owever REan make
decisions outside the agenda or meeting wiw ice{yﬂ all'the partr@ree.

The Annual General Meetir@%leld ea ?t /@adquarters last Friday
N . N
of May at 10.00 am at the in ¢h ft

of Chairman0
Ordinary General Assembly is responsipl - .é\
a. ruling on the bala sCet, profit an Io!;se@ad the distribution of profits;
4 4 (Y
b. to discharge%nte b){ \GQ ralgg ng Auditors; discharge granted by
the General mb i ftha}&'ﬁpaﬂy is only valid if the balance sheet,
i

. ’ (a .
profit ss and the r. ofd(&-n/ include any error or omission;

Ny
C. %knd djs iss‘:u'ectora\%d auditors;
Qermine the remuneraﬂ];:;o.f the directors and the auditors;
N
\Decide on any matter which is not reserved to the Board of Directors or the

QE Extraordinary General Meeting.



Extraordinary General Meetings may be convened as often as the interest of the
company requires. Such General Meetings shall be convened by the Bw

Directors or by the college of auditors, or by the liquidators, or by a@duly

justice required by shareholders holding at least one tenth of votes. A

The Extraordinary General Meeting is authorized tg MChanges to the
e

statutes and to transact any other matter considered seriou nt for society.

\dﬂ Y.
1.1.4 The board of directors { ' _\c}
Yassin explains that the company is managed Board of Direct co@&'sed of at

least three members, persons or entities ci 0 .\l“recto@x~ elected for

three years by the General Assembly %olute maj
at any time by the decision of thﬁsAsse ? g@einted. The duties of
N,
directors who are not re-terminate.i diat@\y a e | General Meeting.
N RN
5
The Board me% ast twice a yehr@ whenever the interest of the
4 4
company requires \Whenev‘a \equ\ ed e Administrators. The Board of
Directors may (@bera Qorit)(ﬁﬁts members are present in person. Each
i
¢
Director ma %Writ n aut ri& t&jr?zbresent him at a particular meeting of the

Board o% rs ar;d Dolg% his p@ and stead.
A\ S
N

he minutes of the Board are recorded in a special register kept at the

! Tf@‘ﬁnay be dismissed

company's headquarters. The minutes are approved and signed by the members
resent including the Chairman of the Board. Copies or extracts of the minutes are

signed by the Chief Executive Officer or his delegate Yassin (2007).



1.1.5 President General Director

The Board entrusts the daily management of the company to the President as th?bf
Executive Officer (CEQO) to carry out daily management assisted bx(}}neral
Manager, Directors, one or more Deputy Executive. President as Ghief, Executive
Officer has the authority entrusted to him by the Board of Directers to hire and

dismiss staff and fix their duties. The mandate of the Chief Exewfficer goes for

a term of three years but is renewable. The CEO atten eetings ff the Board of
Directors and the Presidency (Yassin 2007).

"X
é | &
1.1.6 The directorate-general b 4 \,‘T
The CEO is responsible for the daily mamqn’;t 0 \1

pan;%fgr the general

supervision, control and coordination\&@s servi reﬁ@nts the company
in the public acts and judicial actiof,lt)ensuref%(? iléhip with national and
international organizations. Hgélshesﬁthe nce @t accounts operations,
profit and loss and manageme\nhoporr is\also r%\zﬁ’sible for implementing the

decisions of the Board ©f Diregtors. | §
4 b 4 &
S

a Incd@les Ltd provides the position of Deputy

The fIOV\ar Su
Managing Di‘? hig assis Cé”in the tasks mentioned above. In addition,

N\

the Dep@or (“-ebe%H'gh nician training, deals with technical matters.
\ 5
A N

1.1.7 Production management

ﬁtion management is directly supervised by the Deputy Managing Director of

e company. He has under his command a leader in each production department. This

directorate is the largest of the company directorates. It reflects the raison d'étre of this



business. Production management is divided into five production departments, which

correspond to production workshops, namely: The soap, Confectionery, C

o?ﬂ!s
and plastic products, the plant pots and metal containers and the cardboarc('}

1.1.8 Administrative management ?

Administrative leadership approaches the branch level as decistefi-making power

without being confused. The service staffs are attache:nl%grespfnsibility of the

Chief of Staff. The company employs skilled and unskilled pe oWe number
]

rises to 740 employees including 19 expatriat%ed to key s nipr‘{%ﬁ ions
within the company. The other 721 are all Iocal% ns< \/‘T

1.1.9 The management of supply %

This department takes care of the%ﬂy of qria /thiliary materials and
S

other supplies necessary for @er flinctio of company. The Supply
_ & _

contracts are signed between the p al a@relgn suppliers. At the local

level, it procures relateelxI small amInts taa@% for the production of cement,

ets, box sti

sugar for making s

%

¢ waste for the production of bottles for

~

f
packaging liqui ﬁﬁhwwde dugts. As f&qaw materials, they come from abroad.

¢ e
A I ) L
1.1.10 The sales department 4\
| 4 V,

It perfarms*the function of eting using appropriate techniques to publicize

N
M, attract customers and expand sales. It takes care of the preparation of

Q%aging and shipping products to different audiences.



The outlets are now scattered in different corners of the country including set
up branches in the district of Rusizi and Rubavu, all of the Province o A
Bujumbura (Burundi), Goma and Bukavu (Republic Democratic of Cong@t has
opened its branch in Huye in the Southern Province and other provinc e country
closer to the Sulfo products users. The department has vans irWd on them
drawings and adverts of different products of the company. They @istribute items to
customers or distribution points (branches). In its comm X.th'z company uses

local and regional Radio stations; public and private telewisions, awnt edia,
]

posters and advertising signs convey the same me@:evera places. ' .\C}
? 4

<

The Department is in close and cénstant”contact with oth V‘gartments in

particular production which pro iaormation t@‘development of

manufacturing Yassin (2007). C‘) \
S
N

1.1.11 The finance and accounting de artmer;t
: 'p ( 0-
' 4
a) holding re WI fir anszgqu and transmit reports to senior
&

manager\ &

¢ ! L‘?C
b) prepar e accountin re&)r(ﬁf ording to the list;

N
C) @' quality c ;0 ofé% materials and finished goods inventories;
mle t

lacing orders for materials for the enterprise;

o Keeping in good condition all accounting documents.

-9
}»

This department is respon or

ing all the funds e company;
33



According to the profile of the Sulfo Rwanda Industries Ltd, the finance management
and accounting is divided into three sections:
1. Accounting;

C}Y'
2. Importation; A
\,Y"

3. Computing (appendix 1).

Communication channels theories have been a g.to' enhance basic
communications in organizations. The most popular “theory as\‘agedrle Media
Richness Theory that was developed by Daft and L (1986). T hﬁlq\ﬂn}view
that certain media in organizations are more effective for certai gnm@zgor tasks
than others. In a study conducted b $ ﬁyro Payq@&E)OS) about

management and media choice, it ound that ma S s@f‘ed e-mail as the
richest media choice in their comp@smparei‘tﬁ\om%r ep@*choices. Face to face

)
communication in personnel situaii wa@sele sec&gi, whereas telephone was
selected as the least used m MCO ication. \A
r N
4 $ &
In the proceeding of ]h nnu awaii International Conference on
System Scienceﬁhter, 'o, LC/‘KS’, & Stein, E. (1996) suggested that the

¢
personal na %mes ges ay"in uence media choices in a way that they are

RN .
somew Ifferent fr blgue&s\ messages. They mentioned that face-to-face
: X

meeﬁgAe ephone, voicem@dd letters are more preferred as private and more

S \Hfor personal messages. However, they described email, fax, and memos to

@ been more effective in public messages.

-
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According to Kinney, Watson, & EI-Shinnawy (1998), Media Richness Theory
(MRT) is one of the more noticeable theories to describe the relationship b
media communication channels and performance variables. The theo@ first
established and verified using traditional media, and later exte include
contrasts of other sorts of newer technologies such as voicemail Wztronic mail

with more traditional communication media (El-Shinnawy and Markus, 1997).

Further recently, combinations of media type de Icgbiqqdccessfully

@
earchefs to rrt)a.r{%rious
oc% ing, el%%'nic mail,

7. {\T
®)

A media form’s level of ric%is evalu\oga 0,0\1 um with the richest

media on one end and the lea a othe other enggd({fﬂe MRT literature places
face-to-face  communicati Ne Ii S om@aﬁon tool and text-based
arrangements such a s and lemail s leanest communication tools
4 ¢ &
(D’ Ambra, Rice f(&m@ %(J
Th@xa nes t cﬁff@es in performance, such as judgment or
N
decisior% nd decisi p’me, @Iting from the use of different communication
cham&Dennis and Kinney ). The MRT advises that the context of the duty,
e

t \oMosition is a key determinant of the influence media richness will have toward

(Negroponte, 2000). This development has encourag

systems of newer communication methods suc

& rmance measures. The MRT explains two basic classifications of task features
at help to determine the suitable media system to use. First, the level of ambiguity

existent in the task is said to influence the choice of communication tools (e.g., El-
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Shinnawy & Markus, 1997). Galbraith (1973); EI-Shinnawy & Markus (1997) defined
ambiguity or uncertainty as the difference between the quantity of infow
required to perform a task and the information already possessed. Second el of
equivocality included in the task influences media choice (EI-Shinnﬂv& Markus,
1997). Equivocality refers to ambiguity (Daft, Lengel & Trevino, 19 fa situation
with various and sometimes disagreeing interpretations (Wel 1979 Daft &
Maclntosh 1981). In equivocal positions, clear answers e onsrs are normally
unobtainable (March & Olsen, 1976). When a givengtask has t Ievel of
equivocality, richer communication channels e better- Ilw.@onse

(D’ Ambra, et al, 1998). ‘T

\/ QT
The MRT conditions that lear, %sed co [ au@rannels are better
suited for non-equivocal tasks ( nd Len 38 ,@nhermore, text-based
N
communication is also more s d m&e faveure (fg‘ﬁwmmumcatlon including

statistical information (EI 199 7?%80, El-Shinnawy & Markus
(1997) found that e% and an ré se text-based communication
channels when the uwemerlt stlcal ased information is existent in the

condition. {‘V
(./

nlegs h ulf anda Industries, the concept of efficiency and

X

effe iv ess are very vital m}determmmg the performance of the employees.
%e r, the most challenging task has been the appropriate decision of deciding an
tive and efficient medium of communication channel in a big company like Sulfo

d anda Industries.
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1.2 STATEMENT OF THE PROBLEM

The choice of communication has been a bane in Sulfo Rwanda Industri?k
company embed some many subsidiaries or divisions in the country. (De the
importance of the effective of communication to the industries and th ry at large
the problem still persists. Several literatures have shown Wambiguous

communication between employees and employers will lead towve relationship

coupled with low productivity (Dabla-Norris, 2015). Y. '
e f | 3%
Similarly, staffs with negative communicati dia with the S'JE@"S are
likely to be incapacitated in coping with organizational fILttu&tigﬂ)%mﬁ'standing
(Manzoor et al (2011). The lack of appr$'c '\comr@;ﬁon in big
companies has been responsible for @ional b ge @ow performance

(Reynolds and Seeger 2012). H% contrlx\i i f;@ntly to the nations’
N

economic growth. However, thf%wt stuﬁy int to cé?("a’sure the communication
channels in both quality anq E@My a1 icia@d unofficial formal means of

communication. ( §
4 ¢ &
In the ro@sta pete&s}%’t is the responsibility of the manager to

i
¢
provide clear (ﬂgges thei rnﬁloé@ It is their role to ensure that the messages

N
are clea %’ved and u rstooQGreenbaum, 1972). The present study therefore
X

tries, toSin out whether thmnagers of Sulfo Rwanda industries meet these
N

C Mes of bridging these communication gaps.

Q;, RESEARCH QUESTIONS

The study is guided by the following research questions:

B
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RQ1: What is the most perceived rich communication channel among (face-to-face,

addressed documents, mobile (cellular) telephone calls, land (fixed) lines te

calls, SMS, e-mails and Facebook) based on Office assignments, Co \me /

schedules and Company official announcements (Role Understanding e%tency)?
RQ1a: Is there a significant relationship between Office assi&w.e'nt and Level
of effectiveness of communication channel in the Sulfo Rwanda Industries?
RQ1b: Is there a significant relationship between Yr:/ t"me / schedules

and Level of effectiveness of communication ch I?

X
RQlc: Is there a significant relationsh etween C p#ny@‘ﬁcial

announcements and Level of effective communication ct@ﬁel in the

Sulfo Rwanda Industries? \, 0\ é\v.
RQ2: What is the most perceived riwamication nel @f}ng (face-to-face,
IS, |

addressed documents, mobile (cell%telepho \alg Keﬁxed) lines telephone
N
calls, SMS, e-mails and Faceb%ed omCore es q{_t'ﬂe company, rules of the

company and Code of cond%anila n’s ultu@areness Competency?

RQ2a: Is there% ant relati
4

and LevethlveT tion channel in the Sulfo Rwanda
Industri &
NG s Y
RQZ:Q&re a signifi mfrelet-i}o ship between the rules of the company and
f

N .
v, effectiv is of@mmunlcatlon channel in the Sulfo Rwanda

&ustries. \L}"T

\{QZC: Is there a significant relationship between Code of conduct and Level of
: effectiveness of communication channel in the Sulfo Rwanda Industries.
Q3: What is the most perceived rich communication channel among (face-to-face,

addressed documents, mobile (cellular) telephone calls, land (fixed) lines telephone

e@@en Core values of the company

o
o
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calls, SMS, e-mails and Facebook) based on Company activities (Employees’

Performance Competency)? Y-

RQ3a: There is a significant relationship between Company a |\ an

o

Level of effectiveness of communication channel in the% Rwanda

Industries. ?

RQ4: What are the ways of communication that are used regularly"among managers

l

and employers in the Sulfo Rwanda Industries?

RQ5: How and why stakeholders select particular com ication ¢ nstead the
others communication in one situation or another? '
RQ5a: How stakeholders choose specifi un| cati anneu, stead the

NN
tloﬁnnel instead the

A
$

others communication in certain SIUW

RQ5b: Why stakeholders cho&eram com

others in particular posmon

...qB_JZ

0
1.4 OBJECTIVESOF T s Y é
The underlying object e)_ttudylls to xdn@e most efficient and effective
channels of comm at ion o 4 andé(jﬁustrles between the managers and
employees. Thespecific obj \N}: (ﬁﬁ/
1. To |d£@t e ost p ce&e(tj& communication channel among (face-to-
ressed documents @blle (cellular) telephone calls, land (fixed) lines
Ae%ne calls, SMS, @%ﬂzl.ls and Facebook) based on Office assignments,

E ompany time / schedules and Company official announcements (Role

Understanding Competency).

0 2. To determine the most perceived rich communication channel among (face-to-

face, addressed documents, mobile (cellular) telephone calls, land (fixed) lines
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telephone calls, SMS, e-mails and Facebook) based on Core values of the

2

company, rules of the company and Code of conduct (Organization’s
Awareness Competency). ('}
3. To examine the most perceived rich communication channel (face-to-

face, addressed documents, mobile (cellular) telephone calls, Qd (fixed) lines

telephone calls, SMS, e-mails and Facebook) based_on pany activities
(Employees’ Performance Competency). z '
4. To explore the ways of communication among ers an ers in the

"X
Sulfo Rwanda Industries. [ .\C-}
5. To investigate how and why stakehol 0se pﬁr' co%mnication

"\'cums@;;
1.5 SIGNIFICANCE OF THE ST '\_\ =
)glsecteﬂ in T \&

channel instead the others communm S

in .,corlo tion to communication

practices between the com ampl the m@agers. The researcher hopes

that the results of t Would(l/mpr vel p@ices of communication among
4 ¢ &

employees in carrying out co face-to-face, addressed documents,

telephone calls (mo an s), S&( e-mails and Facebook types of media.
et 1 cat
At the moment;“the company:. se6 t@l onal channels of communication such as
Ny
e ,posteé.\The study investigates whether or not modern
channels,of communication SL@EA& ICT-mediated communication E-mails, Facebook,

a NS do have significant impact of communication in the company.
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In addition, the results of the study added value to the existing body of
literature about face-to-face, addressed documents, telephone calls (mobile aw
lines), SMS, e-mails and Facebook in the promotion of information transmissi

Further, the results of study brought feedback from employeme company
to the managers on how face-to-face, addressed documents, teWe calls (mobile

and land lines), SMS, e-mails and Facebook type CEdii can improve

communication for better performance. \d
"2y

D [ 1S
1.6 LIMITATIONS OF THE STUDY J \/‘T
ist CCO

This study has three limitations the first o
by employees of Sulfo Rwanda Indust*\ ill narro ftoé@n types of media
'ﬁﬁobile telephone calls;
N

channels namely 1- face-to-face; 2 ressed \)m%ts;

4- Fixed lines phone calls; 5- %E-m&l

include other channels such &xeo encin@‘ud Twitter because they are
perceived to be unpo% ompany. T deo@ one is that the Sulfo Rwanda
:
Industries has bran&ginsmel ideR%
only be delimited to the mai dquarter its branches that are situated in Kigali,
o i
Rwanda. The%s of the study shall,th

headqu%kd itsgb ba'ry] s insige* Kigali. The exclusion of the other branches

outsmwanda has been be\ e of different work environment with different

I }ges especially in Uganda and Kenya.

0 The third limitation is that the study did not use research approaches like

observations and phenomenological study because of time constraint. However, the

ok. The study does not

%

<V]

%

da. However, the researcher shall

G

efore be delimited to only employees from

~
Ve
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researcher was only limited to the quantitative questionnaire survey and qualitative

X
N

The definition of terms is a systematic research, explanation, identification, items,

interviews.

1.7 DEFINITIONS OF TERMS

terms and understanding of the aspects or factor that associated Ne study. In this

research the definitions of terms includes the theoretica orl] and items that
S

ition, t eWions were
®
Y;jed

followed in terms findings interpretation and recom tion. The st y'wig'u
&y

! 4
N NGRS
1.7.1 Media choice \% é

Media is plural and its singular e medium&}h ce~xefers to the type of
\

communication a person ch usé' wh com icating. Payne (2008).

&

However, Fulk & Boyd, 199 Med etter y@erstanding of media choices
\Licat nl

can contribute to the %z comm
ice a

. $ &
refers to media ¢ ty, \sg mmuhpications used among managers and

employees of S Nnd striies. 5
ar XY,
1.7.2 Face-to-face o f
It is sml by Business %i tionary (http://www.businessdictionary.com) as
N

cgwication information by senders and receivers in real time. However, face-to-

were measured during data collection and analysis. In

by the following definitions;

an@ ormation systems”. This study

%

is among of oral communication, it is usually suggested when the communication

Qwans is of momentary kind or where a direct interaction is compulsory. Face to face

communication like meetings, lectures, conferences and interviews is significant so as


http://www.businessdictionary.com/
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to build a rapport and trust (management study guide). According to Zachary Fenell
(2010) face-to-face communication is most effective because one’s no?ul
communications can reaffirm one’s message. In this study it is referred to h face

as a tool of communication used between managers and employees OF% Rwanda

industries. ?
1.7.3 Addressed documents z

Business Memo Memoranda, commonly referred to as,a me OWf written
records or communications, typically having a spec rmat and st Ie'v@ may

be specific to a single office, level of gove nt,¥or ot r.in utlons usiness

mlllaQ&’ness letter.

However, as organizations grew, the was invente ove@‘éspemal demands

\an-’ r)é» reference.com (n.d)

tten@)prmted communication

people first made their internal commu% 0

of internal communication (Agre

described addressed documen%e
addressed to a person or organ transmitted by mail. In this research,
addressed documents gY{~bed , printed! tesb-%communlcatlons channels used
between managers emp o “e{uzg industries.

“Q
I\ b o (_.)O

1.7.4 Mobile phone calls (_)

Any wirgles Iephgne’th o era.r,é\\over a relatively large area, such as a cellular

phones phone. Also |t '5(,3 ed mobile telephone. (Dictionary.com n.d) defines
\
:-l: telephone, sometimes called mobile telephone; it is a type of short-wave
ay

or digital telecommunication in which a subscriber has a wireless connection

Qm a mobile telephone to a relatively nearby transmitter. Rouse (2007) explained

that the transmitter's span of coverage is called a cell. Generally, cellular telephone
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service is available in urban areas and along major highways. As the cellular
telephone user moves from one cell or area of coverage to another, the telep?ﬁs
eis

effectively passed on to the local cell transmitter. In this study, the mo@w

referred to as a cellular tool of communication used between manager ployees

of Sulfo Rwanda industries. ?
1.7.5 Fixed line telephone z l

This is a landline or the ITU’s (2007) defined as fixed t one 'nehWation asa
]

ent tothe p b’ic .Q@‘tvc'hed
lephone exthan eqLi\prént. This

angeQnY(DEL) that
are commonly used in telecommunic@ument& y n@e the same as an
access line or a subscriber (ITL(;BO?). ﬁn '@bnes are defined by
University of oxford dictionar)%n ficati Levi

which is the transmission and recei to'

electronic communica%&ice. In{this re éan@%andline is referred to a fixed
4 g

&

line which is utilize%a coni tion tcgpﬁtween managers and employees of
Sulfo Rwanda i é&s {‘V

S \S' |
1.7.6 Facebook, g /‘ ()

Parlﬁer 501 described Facebgpjkxs a social networking service that allows users to

\
cenneet, with anyone in the world. What make Facebook different from other social
n%

main line connecting the subscriber's terminal eq

network and which has a dedicated port in th

term is synonymous with the term main s

wn

e |

orks are its extensive privacy controls, its development platform, and its large and

Qickly growing user base. Facebook has been called the "thinking person's” social

network. According to Rouse (2009) Facebook is described as a popular free social
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networking website that allows registered users to create profiles, upload photos and
video, send messages and keep in touch with friends, families and coll .
However, Facebook is a top social networking website that was original@ed as
an online community for college students. Since it was launched b 004, the
network has opened up to other types of members including high“sChool students,

business employees. Today, the platform is open to the quublic (Hudson

horizons). In this study, it is referred as a social network icat"on channel that

is used between managers and employees of Sulfo Rwanda,indus ié\d
]

Y'
<D | &
1.7.7 Electronic mail (e-mail) £

\ \Y
It is usually referred to as electronic mail ab, eviﬁfd -mail %’Eﬁail. (Kurth,

1987) defined it as mail composed ar\&@it‘red in put@&stem attached to
network. Email is about the trar(%)and e \ngeTOf r]@mation, applications,

N
multimedia, and other content, @e exﬁhang c h(Q anytime and anywhere
with low cost and ease of use ( jMS <E ail has become an essential
le us

tool in today’s organization; Cp email to e@nge information and ideas, keep
'3 '
M wo

élér}fated projects (Sean, David, Albert,

in touch over distanwd coll

& Shin-Yuan, 2@& thi ail icﬁlerred to as type of communication that
¢
%

=
c
(@)

i
transfers infown t m{ut{(:s?stem between managers and employees of
N
Sulfo R industpies. {\
L o
>4

1.7.8 Short Message Service

K‘is a Short Message Service (SMS) type of communication that limits the number
C

haracters or words per message sent from one person (sender) to another (receiver)

through using a cellular phone or mobile device. This definition of SMS is
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interchangeable with the definition of texting, Talbott (2011). According to the free
dictionary by (Farlex, nd) SMS can also be used through cow
telecommunications). However, (Short Message Service) is the c¢ \ text
messaging services available on cell phones and other handheld devk&ue to the

billions of cell phones in use, SMS is the most ubiquitous messagiRsystem on the

planet. Typing text messages (texting), which are limited to 160 characters in length,
c h

can be done on basic cell phones with only numeric It (iugh QWERTY

keyboards make the job easier. Messages are sent to regular tel hWbers or to
]

shorter numbers for commercial use (Encyclopaedia is research_r fe[s‘{%t\/ls a

text messaging type of communication tool us en_mah nd @oyees of
Sulfo Rwanda industries. \, 0\ \ é\v.
"’ o

1.7.9 Role understanding competenc ,<\
)

N,

This study refers the role unde coﬁpete etence derived from the

.8S C
&

behaviour that encompasses t kn |II nd attributes required for

%zmploy sL od (n d) & Payne (2008)

successful performanc
\-'

1.7.10 Orgamzatlon s culture awareness competency

The study re |t a the d"lyl ('Qharactenstlcs of a person, (such as traits,
habits, soc@r le an se@image as well as the environment around them)
thatm m or her to dellve\ erior performance in a given job, role, or situation

M. (n.d). Decisions must be made to uphold the company’s core value

G%m, rules and code of conduct Payne (2008).
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1.7.11 Employees’ performance competency

The study defines it as a competency that determines the employee’s wﬁu
competencies that are characteristic of high performance and success in @ job.
Competency modelling can be applied to a variety of human re activities
LaRocca, M. (n.d). Competency involves the ability to clearly assessg@ subordinate’s

performance and give guidance where necessary (Payne 2008). V

1.10 SUMMARY OF CHAPTER ONE '\d

The chapter summarises the background of t@ and the st eTe_r']\g the
problem. It explains the purpose of the study_and (fAdicatesfresea ql&Sﬁbns. The
chapter also highlights the significance of smn itS*h atio%x operational
definitions of terminologies have beer\%d. O<<



