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CHAPTER FIVE

DISCUSSION, IMPLICATIONS, RECOMMENDATIQM:
5.1 INTRODUCTION i

This chapter discusses findings of the three main research questions on management
and communication channels in Sulfo Rwanda Industries CSuI from data and

information were taken from the survey and the interviewsabout taw‘t towards

Y-v
the most efficient and effective communication charmels betwe mﬁnﬁ and
employees of Sulfo Rwanda industries. Therev,w t % i plica\tigﬁs to the

researcher. é

\
study. However, the study re ded_the futare rezé:a‘u as well as researcher
came out with conclusion. % I \A

The conceptualgfra ork udy CA_/%/ derived from Media Richness Theory

¢
which was IShed by Daft‘an ecé:e? 1984, 1986; the media classification order
Et N
based 0% eoryy”ifS_ri ess% face-to-face, phone, and written documents.

X
Da@(l%?) discussed t@amhy of media richness that makes face-to-face as

t \lhst medium of communication channel followed by cellular phone calls. They
eseribe written and addressed documents such as notes, internal memos and letters as

oderate medium of communication and unaddressed documents such as bulletins
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and reports as the lowest and unpopular medium of communication. In the Sulfo
Rwanda industries, the most commonly used media between the managers and
employees are; face-to-face, addressed documents notably short notes ar\ nal
memos, telephone calls (mobile and land lines), SMS, e-mails, Face 0 uIIetin
boards and notice boards. Sulfo Rwanda industries is a big company: se employees
meet challenges of corporate communication with manager&mmon and
tI effectively. Some

!lther to avoid
ble nih’%s @l‘are

common in the major organizations. Either way, ompam}n ds‘@ common shared

shared type of medium to handle company tasks effici

employees prefer certain communication channels

ambiguity of communicated messages or to avoid upavoi

medium of communication to enhance eff|C|e and ness qu formation

processing. \%V é

i A
In the present day, m d| S }‘h i er\tg;éas similar as it was in

the earlier period. However, e dlv@belleve that e-mail is the
most popular as well as, a p r d lact&%\ven with their acceptance that
email is not the rlchestm% Workih vjb:g}@mpany and large environment is a
fast step by the %Wa@stnes Q/%at revolution happened rapidly, thus

managers an ees need be| re o interact with each other from different

__J?

departme e co ny a \(aﬁd wherever they are conducting their tasks.

i%ﬁtudy wa dléctedYTo explore which communication channels are
pre&\

y Sulfo Rwanda ﬁustries’ managers and employees based on three

encies (R.U.C, O.C.A.C and E.P.C). The findings could be matched with

Odla choice rank order for each competency matched the MRT ranking order.

Meanwhile, the results showed that every competency may rank its particular ranking
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from the others. But all competencies might be rank communication channels in order

\Y*

The data analysis indicated that e-mail is the most used in th omany for

to bring into line media richness in the same ranking order as the MRT.

both internal and external communication followed by addressed d%@ts, face-to-
face, mobile telephone calls, landline telephone calls, while SI\W acebook were
seen as the lower means of communication channels. Ho ev?me-to-face remains

e hl)ne in terms of

as the most preferred media than both Mobile and fi ine“tel

R.U.C and E.P.C. that was totally different vieW!th .CAC ell @With

c,)
previous studies. \

? 4
\ \/‘T
T
The result of the current study cfe ood u:\Jer ding about how using

communication channels in a particu%iror\%nt pe‘r_'g could be different

from each other. Unfluctuatig of)cowr‘\%o c‘léﬁ}els regarding three

7]
competencies (R.U.C, O.C nd E. . Whi@e the most perceived

L N
communication channet WWuateI bet el e-om.%l and addressed documents as

being higher than telephone, face-\ , ﬁ\/Q/and Facebook. There are several

N 9
motives or explar}"oQ hino‘the rahking @ which includes the ease of usage, the
N

directions (@m and 4, do v:vlrd}_,) communication, accessibility, time

managems@ure off assignment distance between sender and receiver, in
’ <>
ti

modern,C nies, inst 'd{s e@organizations.
A Q

S

The present study found that Facebook communication is the lowest among
0 seven means of communication in Sulfo Rwanda Industries Itd. However, that was

different with Parker’s (2011) findings that the Facebook conversation is encouraged
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in organizations, means of communication with a high degree of social presence is
equated to being. However, he showed that there is a correlation between content
presentation (how content is presented) and Facebook fan reaction. As vﬂk the
nature of non-profit organization content - provoking change and human willing. He
explained that organization that posted multiple content types ha %g\er social
presence than the organizations that did not post multiple types (J In addition,
Hauswirth’s (2010) found that non-profit organizations n(Wd the impact and

power of using Facebook to increase the visibility of their0rganizations, and they are

launching Facebook Pages because of it. Also he found that non-profi rgdhiz\%g'i'ons
| &
are using Facebook as a tool for public relatio%nerf’l areness %zb})ut their

presence both online and offline. Therefore, iRan b ﬁ‘e{.@ that ﬂ@(/vay profit

companies, organizations and institution {us m hannels*are not similar

rt hgierarch of media

to no-profit organizations. Thus, the%nt sﬂd&
richness theory, while previous sEges })ol%ﬁéy
in th

d}_f:f)gr&ent angle as show that

&

X 7

This study found that the” ro'le:@ of face-to-face as a type of

\

communication a?%g\her cclmmu icatio nnels in Sulfo Rwanda Industries Ltd

N
between emp%}&an managers lis but lower than emails and addressed

it was richer communication 0 searc

4

document@vas not similarto illI’s (2011) whose findings showed that face-
' 4
oA ¢

to-f communication @mel reported to be preferred by respondents when
thw ed in download c&c?munication. Repeatedly face-to-face communication
ore proof and supported than written communication. In addition, respondents

Ontioned that negative messages through written channels were found to be strongly

avoided except in the greatest cases. However, respondents stated that selection of
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communication channel was affected by cultural factors. According to Liu (2010) He
found that face-to-face interactions improved customer probability of compliance with
a request to buy a membership card. Thus, the richness of means of comm{ ion
might be related to the situation and nature of the company. Therefo urrent

study support the hierarch of media richness theory, while pre\?tudies look

Facebook in different angle as show that it was higher comw n channel in

Researchers, directors and executives have dong asreed th.at\gﬂmimtion
| &
procedures are a key element in organizationa 1levement (Robgrts &‘%}’Reilly,
¥ \‘}"
we N rkers vuj?e have good
communication channels with superviso@)re 'aly enh ceseffective work

those researches.

1974; Snyder & Morris, 1984). Three researchesygho

relationships with those administrators, 'ncIini an_'é%nal identification
ni

&nal productivity (Gray
X

o
ang, & HSsieh, 2009). In addition, other
N

and increase their performance, and,to antr}‘ 0'org

& Laidlaw, 2004; Muchinsky&' Tsai,

researches demonstrated th affs W+ ha i siti ommunication channels with
superiors are also better able to co\ i mﬁi{.}@rganizational fluctuations, such as

layoffs of emplo@%hortlime d uni f more than one company (Gopinath

N
& Becker, 2(%\Qhw iger & eNisiggaél), as has been mentioned before other

o

'
scholars a@p ed out that'good c unication channels give employees ability to
'
prese Wher orga izalﬁnalidentification of the company (Bartels, Pruyn, De

N
Jong\ ustra, 2007, Smidts,\g?uyn, & van Riel, 2001), meanwhile other researchers

ed that richer communication channels help employees to cope more

écessfully with job stressors (Stephens & Long, 2000; Tepper, Moss, Lockhart, &

Carr, 2007). As a result, (Atwater & Waldman, 2008; Downs & Adrian, 2004) have
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suggested many ways of improving communication tools within organizations.
However, all these studies did not focus on richer media in the organizations, while
others conducted in a totally different environment as most of the stu% ere
conducted in western countries. In the role understanding competecy it'is the
responsibility of the manager to provide clear messages to their em es. It is their
role to ensure that the messages are clearly received and un(&reenbaum,
1972). The present study therefore tries to find out whe her?ﬁanagers of Sulfo

Rwanda industries meet these challenges of bridging t m un@?ps.

®
Y
- - e
The third competency is employees’ p ance (‘:’o etency. Yr_ nbaum

M duty o%anagers to
mo&t‘\%?

he i@rtant information
A

Q’}l‘,‘* Iso demonstrated the

(1972) described the employees’ performance compete

evaluate the performance of the employ@g co

complain that managers do not comhte ecti

(Ramona L. Gabriel (nd). Furthgora otge%r
C (0)

o
connection or relationship be& mm'u)%tlj an@oyees’ performance. For
example, Trombetta's s dyw exp}sed alog@atlonal communication, which

was measured in the dimengions of ih tiﬁbnqqequacy, communication openness,

ses employees

and decision contfibution, afchts rganiza U%I performance, while job satisfaction

N
does not hacNtio lgim } |ong§5danizational performance. DeCotiis and
a E

o

organizational performance could be improved by

Summers @sugge ted
Eote S _
clear ication about 6rganiZational objectives or plans, accomplishments, and

N
performance, a sense of inter$n?wection among employees. Steers (1977) argued that

A@tory assignment-regarded information, and positive information concerning an

Oanization's ability to deliver challenging and significant responsibilities, is

positively correlated to organizational performance or outcome. In Allen’s study
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(1992), it is established that employees’ opinions or perceptions of the communication

relationship between top administration and staffs, and the perceptions of the quality

(¢

of top management's communication and manager-employee communicﬂk ar
powerfully related to organizational performance. Gorden and Infante/(1991)
indicated that the staff with less perceived freedom of speech in the nization have
less organizational performance and are less gratified with the j&nagers, and

the company. The study that applies qualitative method sh??that interpersonal

communication abilities and skills can develop W ke{?ﬁzaﬁonal
performance (Bambacas and Patrickson 2008). Itgcan be obServed, t at‘nghose

(.a)
researches results discussed about relationship“among inf‘(’)r ati

, organisational
success and progress. Whereas the current studRexam' R\h& evel of@fectiveness
e§

of communication channels in different IWf th s‘apr fous res

: NP2
On the other side, scholarSssuch/as '(.e C urgp)a,t on and organizational
r

ches.

r

9 <{-

performance also with some eas ofwes ch.ﬂ«he earlier studies, such as
N

Brown (2003), Miller ;;Omorris'n ( l),S.dliberet al. (2008), Madlock and

Booth-Butterfield (200 nary\ tJn(J(@OOZ) and Brattonet al. (2007) on

management and@overr*ince havig\%%official and unofficial organizational

communicati Npl egrela nJhiRs,) lationship maintenance communication,

feeling a ion at the kplace? Other studies examined the influences of
’
communiCation on both rga‘iza’t\,ims and persons, which is not relevant somewhat for

the\% t research. Amorbc? of them Madlock and Booth-Butterfield (2008)

ended that when staffs apply interpersonal maintenance strategies to

Onmunicate with colleague partners, the interactions can be engaged and improved.

In addition, among the five elements of such a maintenance plan, sharing tasks
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(accomplishment of person’s duties) and positivity (interrelating with colleagues and

partners in a happiness, accepting way and means) were recognised as the strongest

cation

predictors of employee job satisfaction, communication satisfaction, orngnal

performance, and work isolation. The previous researches discussed c&m

as among factors which motive and improve employees’ performanY@neral while

present study test the level of effectiveness of certain communication channels.

Some scholars have maintained that relation@ov@?based on

communication in the workplace (Parks 2007, etc.). Workplacg relationship car be
S

formed and advanced when individuals in a ¢ ny are given oppcﬁunity to

M ile, S@%lfrank and

a r&ﬁnship, have a

ts t&\@ds the relationship

communicate and cooperate with others for sev%! tim

Ramirez (2004) showed that when persc% e fi

higher quantity of communication andmapw

and results from it, discussions ‘éﬁednt%'r ev l%d the relationship will
rs-S

4]

advance more at a later perio ommer (2004 f&aled that both the quality

X
and quantity of cogru@n d}velo ! @contributed to interpersonal

understanding and closeness and” i po?sa@l satisfaction. Additionally, in
Morrison’s stud@, it ‘s own th@e working together effectively and
occasions for mshl are positivel nected to job satisfaction, organizational

wn
=

(¢}

4

performa eclingd turnoyer u&()se. While in the study of Raile et al. (2008),
; S

relati WStem IS gniﬁca'n\ég'in term of understanding and closeness among

sta% monstrated to be cbc'r;?pletely correlated to job satisfaction. It can be seen

‘% those previous findings argued about job satisfaction, amount of information

Qong employees especially in the beginning stages and how it progress affects the
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productivity, however do not concern managers and employees’ perceptions on

\Y*

Moreover, it should be simplified that, in comparison to previﬂs researches
and works, the two kinds of communication in the present study ot separated
according to formal or informal communication channels. A fo@rﬁel could be

used to talk about job-related matters which Bratton et a (ZWXplained that is a

communication channels.

“communication process that follows an organization’ co 1l‘1and” while an
informal channel, which they described as a “co ication at @Uws
unofficial means of communication, sometimes %’the grapevine’ u'sua c')based
on social relations”, may also be used to dismo N

present study measures the communicat@h«nel m b tem& the perceived

ssue vk-) ever, the

quality and quantity as well as official%offigj@ co&@ﬂcation.

& g QC}
However, the effects Q{ municati ann
o N o
organization’s culture wam?ss' may possf] l V@tross cultural limitations. For

s a powerful predictor of

illustration, a literature review of dec e % organization’s culture awareness

O

competency thro@onal lcultur s fou at different features are related to
organization’ N in) differ t:douo_t,%e? For instance, contribution in decision
making w. to have an influepce”in Canadian samples, while no similar effect
could W in Ja‘p:a se Jr E{'&rsh samples (Randall 1993). In a study conducted
by%l and Stockdale (26333 which compare organization’s culture awareness
%ency in China, Canada, and South Korea found that although all three types of

Qanizational obligation as organizational culture commitment such affective

commitment, continuance commitment, and normative commitment, these types
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might be recognized in the three countries, their relevant degrees of importance

fluctuates across countries .Moreover, Chen and Francesco (2000) proposed, in their

study relating to the cultural differences, that as a result of the effect of% na

Chinese culture, Chinese staffs in Chinese organizations perform dls a/ from
i

their Western counterparts. Meaning that, according to the prevmus% ifferences
ev

in cultural background produce different study findings " it was not

concerned with the level of effectiveness of communic tloWnels matching to
organization’s culture awareness competency. It is th agers, to ensure
that employees understand the core values of the organization, it ero@ures
(Allaire and firsirote,1984) Sulfo Rwanda indusé

Y.'
East African region including Rwanda, Bur :R ni%enya and
Democratic Republic of Congo. The pre%wy e e i

managers and the employees in the Sul W&R“

media regarding their experlées )n ﬂtl%n

8]

0 choose specific
culture awareness

competencies.

q7

Ni
In addition, previous researcie e&a(lgpcted in Western contexts such as
Porter (1974) w@pose(l that mplo performance in their organizations

indirectly gro N the satis tloh he job, and it is a mediator between job
in

4
satlsfactlo rn % an? n@tﬁ leave the company. On the other hand, also
pre % c M‘orrl\s"QT (2005) indirectly related the satisfaction to
oyees’ performance maymower effective than western cultural contexts. Thus,

%rrent examine the most used communication channel based on employees’

Oformance which is not generalising all communication tools in the company as

have been seen in the earlier studies.
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The currently study found that there is a negative relationship between
communication channels and three competencies (R.U.C, O.C.A.C and@n
Sulfo Rwanda Industries Itd. Those findings are different with H&s (2009)
results which showed that there is a significant positive relationship een factors of
internal communication and factors of employee commitment&, the study

established that internal communication is connected t eWent, unrestricted

decision effort, and significant work; all factors of e ent. In@, findings

also showed that communication channel satisfactiop and channgl combi atf‘o@vere
(.a)

related to employee commitment. Meanwhile, D@B)‘i’n is study !o‘uz_ that as

the process of certain communication channels, stch a M

Bridge, instant messaging, and face-to-f@'acti r?é i

for resistance to modify within the same“measuteme be ed. But, findings

were not included in terms of OEN';&; a}. agto @%'Q%ify as a complete. In
o

addition, Heather (2007) in hi&'
. : N

help to manage, organize mntro in a lmp nd in the other demands of

everyday life. Also moraiit}is produt roﬁ%\betero-centric images of wives and

mothers who use k@ﬂular bhone to rei @e their particular subject positions.

N
I ¢
\ : . (')
Th t stu fo’n th ails communication is more preferred than

elepho@éonference
th§

ved<< re was a trend

gs displayedithat ar phones are useful; they

4

K

' 4
other wication c nnéfs, %Ra:ially SMS from both methods (quantitative and

qu in the Sulfo Rwaﬁtg Industries Itd. That was similar to what Al-Sanaa

% found in his study, it showed that instant messaging usage was negative
Orelated with the strength of social ties that individuals have with others, within the

context of all three circles: family, friends and acquaintances. Also he found out that



214

new communication technologies have both frequent advantages and unintended
disadvantages. Meanwhile, Janet (2011) in her research showed that although texting-
based learning might have a slight impact on the student‘s efficiency whilew ing
formal written papers. But, the advantages outweigh the impact when c@nsidefing the
courses are accessible to the underserved students. Advantages to t iversities are
potentially reduced information technology staff for online Iear@ied facilities

for traditional learning and increased enrolment associ teW‘W easier access to

courses. The present study’s findings look likely to W. 2005) wt using of

e-mail has had an effect on this law department, e-mail has‘changed ay vaers
| &

and paralegals do their jobs in the department. T?‘%ﬂso’ha brought toY‘h'ght how

e-mail usage has affected internal and ext&al c }rum\ tion v@‘f that law

department the use of e-mail has had an i%\ﬁ thi ‘I);W artm nts.

AN
The present research fou tha E-mailS™a idd@s d documents such as

o
board, letter, and memos are&%seful f ure&ﬁ?ﬂ%ng other communication
: . N
channels in Sulfo RwaEa Wles Itd be eln@gers and employees, company

and customers, governmentauthoriti is” i&@ifferent from what Aiyed (2008)

O

found in his res Mdicaled th facez{rl)%ce remains to be the most preferred

.
among of oth Na agcordin t}lhegfgef cultures studied, followed by electronic

communi -mail), phgney an ~t&€n memos and voicemail. There were no mean
']
diﬁer:&w the equ ocdﬁty \s‘,mation media preference in the 11 equivocality
i0

sit

A%.mication media choice. At the same time, the current findings agreed with

Ontron (2009). She found that the board of managers and employers of the

organization should develop a culture of incorporating and adapting best practices into

There were no\c:eaationships between dimensions of culture and
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the organization. Also the best practice identified herein is that of public awareness.
And each individual organization should develop performance measures around this
best practice and create a process for its execution and evaluation in order t% the
best customized practices that are unique to the organization. In addition,/Martha
(2009) in her research found that to express concerns and frustrations,in a manner that
preserved the good relations between members and to impr({)mh the audit

process can be the best avenue for preserving thes rwgﬂry and valuable

relationships.
Y.

|
The present study findings showed that rn techn,ol qy mmL{%‘lbation is
the most commonly used communication chanrmo N se find@é criticized

Dennis and Kinney (1998) are among @%ﬁo medja richness theory.

They proposed in their greatest explanatiomef their findi

th&gat media richness
theory could not commenda@ %{m\% r@;d}rn technology. They
suggested that media richnes% ma%kj b‘;, ﬁ&per theory for the old and
classic media, such as ettw me’nos, 0se Qe s of feedback and clues are
SNIARS
e

faraway lower those of w medid ed i that results. The modern thin media

@
could be just ricp@h to Juppor workers_to completely connect for reasonably

N

equivocal jot(.me, it gan :ihfe(rgeﬂ that the use of certain communication

channels Qﬁ& at tJ same e\igérl'fe whole period, it change as well as the
4

techn

elops ev dé/c}"iz'

NS -
‘é The present study also showed that both managers and employees piloted their

Orks by emails and addressed documents, that was totally different with what was

found by Markus in his study (1994) tested media richness theory to find out or
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imagine that superiority of administrators in such a company would be more likely to
take in in equivocal communication works, and consequently they choose telephones

or small face-to-face meetings are higher preferable than thinner media suchQ{ ail.

In his study the analysis of media piloted by staff through the companawd that

vice presidents focused more e-mails than lower-level administration. However, in
this study focused on most common used communication a@l the Sulfo
Rwanda Industries, the researcher disagreed with Dennis and WWho said that the
theory could not be suitable for new technology, e ‘bot Auant' tive and
qualitative approaches presented that some modern municati n}hxifs;\&ﬁkely

best effectively more tradition media. The disagkeement may be“it is because of

4 X"
period, culture and nature of company. ? \ Y\."
\) )
5.3 IMPLICATIONS OF THE STUD

The implications of this study ral ;rob a(l: f la that could be used as
rén

7]
agerssand)empl s in the Sulfo Rwanda

—X

communications framework

Industries, which can help Wm pic’ or sélect %\riate media in their daily task
‘ : (
and assignment in var

ious sjtuationsfl wawnanagers could communicate with

employees and um ro rlatem ns of@mumcaﬂon.

N
1 O
‘\; ¢ P &
Th@ s help to explain gers and employees’ perception, such as the
s
point §$@7ail is the mast prgferred based on role understanding competency
W

N
y addressed docﬁrge?nt and telephones (fixed line and mobile) calls.

foK
éhile, it shows that addressed documents; telephones (fixed line and mobile) are

0@ favoured based on the Organization’s Culture Awareness Competency. Whereas,



217

addressed documents, telephones (landline and mobile) are also favoured based on

The company is more charged time and money by means of macation,

which are used by managers and employees, such as email, tele and face-to-
face. In addition, the study helps the company to cho which medium’s

infrastructure should be increased, which depends on th hiwﬂvel of preference

Employees’ Performance Competency.

among managers and employees. If the enterprise o S @es to use
certain type of communication, the superior /senior management should, s nd‘r@srage

to the employees using preferred channel amon ers. Instructin mp!o%‘ées about
the benefits of matching the situation with thWa ﬁl’d\Q g oiit@{e in more

effective communication and greater procﬁc% <<

A

spa@%(, magazines, radio and
“« Q-

television as communication Is bet mpa d government authorities
provide great informati t(Wgam'atlo F r%@ore, the e-mail communication
channel becomes very |mpo’ant K vﬁl(u}petween company and government

authorities. Moreover, these chlinnel are pr ed in terms of public as well as lorry

N
show that co May sgyto a grlisq_i,g-ﬂroducts.
Q? &
A : J é . . .
dings al héfp th§/ other companies and organizations’ planning to

>4
i ment certain communicm\ct;?l devices such as laptop, mobile telephone and tablet

—X

o

59

In addition, the study pr t ui\

%‘wcluded in their efforts to make sure that high levels of information through an

Qnail communication channel is shared with employees to lower level. In addition,

the e-mail communication channel is the most used channel by managers to lower
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level of supervisors, meanwhile, supervisors reply messages to the superior using the

\Y*

Lastly, the study has implications that higher management sho en;re that

same means of communication.

means of communications in the company are provided to employsﬁn.mder to be
connected with employees by the modern technology deviC\of, mmunication

which are most useful for employees. Thus, those mo ern?ﬂology devices of

communication are very important for better organizati u mid
]

| &
54 CONTRIBUTION TO THE BODY OF K EDGE '\
’ X
bod

The important objective of scientific research is't@ incre B‘fq{

For that reason, based on the implicati%\o\*

knowledge, as believed that traditionMun@

communication means. Howevi (@ fi'r’ld%yrr?tmi})%dy based on three
=

7]
competencies, each one highl’q\ np enge of :@1 from traditional to new

ase rol \derstanding competency the

technology tools of commWon,
result of this study pre%-mail\a i rlb&ved by addressed documents, face-

to-face, fixed line @!ﬁne, alld mobile telzg\%ne, but SMS and Facebook looked as

N
lower media. 5 :l c)(./
Q? &
N s >
:S ation’s tu(al Azwareness Competency could be an observed
r

A
the’

views or beliefs, values and ethics of others as well

un& ing and getting of
%confirmed skills necessary to work and communicate with and serve various

Oividuals and groups in company. Based on the Organization’s Culture Awareness

Competency mostly is addressed documents, telephones (landline and mobile) are also

D
wn

7
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favoured. However, other means of communication (E-mails, face-to-face, SMS and

\‘Z'

The effective communication between employees and mws in the

Facebook) as well are useful but in different level of usefulness.

company is the key to successful performance among subordinates. lar feedback
helps employees focus their work accomplishments so the managers, the employees,

and the department can succeed the company’s objectives. It ths accountability,

since managers and employees identify, understa sa&&a& other in
achieving company’s objectives. Based on the Employees’ Performa oﬁl@hcy
e

)
obi e‘Pe{ephone
Y-

s\ot\c mu i?&on such as

the preferred channels

mostly is E-mail followed by addressed docu face-to-f

calls, and fixed line telephone calls. However, o%r me
SMS and Facebook considered least useful re

of communication according to the differentycompete
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.E-mail

Addressed documents
Role .Face-to-face
Understanding .Fixed line telephone
Competency .Mobile telephone
.SMS

.Facebook

\ 4

.Addressed documents

., .Fixed line telephone
Organization .Mobile telephone
s Culture | E-mails
Awareness "| .Face-to-face
Competency SMS
.Facebook
E-mail
Employees’ Addressed documents
Performance .Face?to-face
competency > .Moblle_telephone
.Fixed line telephone
.SMS
.Facebook

U AR
Figure 5.1: Model of management (& mfani,cation channels in Sulfo Rwanda
industries. \ l %Q/

A Q &

a&o O

55LIMITA HTHE L‘J'IbYc_,)
The study sed on theimedia @.&fce from the sender’s prospective and receiver
%. ' ’ ‘é\

iors and rﬁinategln the mentioned company. Thus, the study has

betwe

: N
five li ions. \c’)
0 The first study limitation was that the study focused on the media choices

made by managers and employees of Sulfo Rwanda Industries. It restricted itself to
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seven types of media channels namely 1- face-to-face. 2- Addressed documents, 3-
mobile telephone calls. 4- Fixed lines phone calls. 5- SMS. 6- E-mails and 7-
Facebook. The other channels such as video teleconferencing, Viber, \Hb{ pp,

Line, WeChat and Tweeter were not involved because they are pefceived to be

unpopular in the company. Y"

The second limitation is that the Sulfo Rwanda In ust?ﬁs branches inside

and outside Rwanda. However, the researcher col a wwe main
S

anda. T ult he
o

eﬁﬁquarters

headquarters and its branches that are situated in Kigali,
study should therefore be limited to only manag nd empI,oy es from

Y-v
and its branches inside Kigali. The exclusion Wot M hes u@ﬁe Rwanda
has been because of different work envirt@b{vit different lan é

Uganda and Kenya. \
AN
(e >\,T &
a 6 ",
The third limitation i

especially in

q
studysthe rese@er did not used research

N
approaches like observ. ioerhen menalo i%@dy because of time constraint.
er h;, i

However, the research beelK aﬁthuantitative (questionnaire survey)
and qualitative (f@ce interview). <$
N O
¢ ! C.)

'

Th limitation’ was ﬁs(udy focused on the media choice from the
'
S

senderSin eiver’s p pe‘tive?ﬁm the company only. The study did not look to
co

%::

>4
th\ unication  sender “vand recipient’s perspective in preferring the

nication channel outside the company. For instance, the researcher did not get

Qvemment authorities, external customers and public’s perceptions in terms of

communication between them and the company.
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Finally, the main purpose of this study was to determine the most common
used communication channels based on three competencies namely; role

understanding competency, organization’s culture awareness compet

Ay

employees’ performance competency, was not ranking order of medidiyrichness and

)i

preferences for the company’s decision making.

5.6 RECOMMENDATION FOR FUTURE RESEARC
Based on the findings of this study, there are some_reco enQ?or future
research. First, future research should test the gmpact”of the enckvf a
o | &
communication channel used by managers and yees based omitime ‘fzré,quently.
? 4

How regularly managers and employees use mul \BQQ nicati@.‘f:hannel to
get information about their everyday N t ny, &5\;1 on specific

competency. \ \
O DK
0 3 &
A second future r% re%‘jn}tion 4" to examine additional
communication channels. w to e'tami thg@dern communication channels
(
such as social media (Viber, eCha\ Apg){i}ne) may help to add validations for

this study. In additionwto exlamine other ern communication channels might

determine w Nhe ame tidnsb‘igslexist between communication channels
4
oyee’s experiénce (J

v

>4
third recommenda(t»'ian is to examine the most perceived used

4(4

preferred

/1,€

nication channels between customers and employees may spread of this study

wider business environment populations. The ability to extend this study to non-

&

company members with no restriction to years of experience with connection of the
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organization will support the generalization of the results. In addition, this test will

help validate the relationships identified between public communication channels and

Ky
A0

Lastly, the findings were inconclusive on determining the rei?s.hip between
0

company’s employees.

communication channels and level of sales and trades among eust s, researchers
should explore what other relationships exist between ¢ mrrwuon channels and

organization. For example, the level of employe geme land stomers’

L

perception regarding problem solving. \Y'
s N~

5.7 CONCLUSION Y i, % Y\-"
The study delivered some unexpected c@ﬁdns. Tma figst” surp. @vas that both

managers and employees in the commph Sis ich _{Qum, they transfer

information through it regarding %}mgn&%yknn re obtainable and less

on which communication ch@ m’b%/f}ti(\‘/xﬁa ed on the results of this

study, communication cha n ge'eral ale a@ative relationship with three

competencies. There% a SI\ i .‘r@gve relationship between the

communication c@.and lall a 'ables@ted to competencies namely: Office
N

assignment, My time/sc uzlds, er()cUCompany official announcements, Core
values of pany, the jrules gf\&hé company, Code of conduct and company
activiti &) d 4 X
N
N 9

The company increased usage of modern communication channels resulted in

Qreased acceptance of innovation to the communication channels used.

Consequently, management should evaluate the types of communication channels

<
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most preferred between superior and employees to plan the increases of available

The most perceived commonly used communication channels smuid & those

channels preferred by managers and employees to send and regeive information
regarding their daily assignments, such as e-mail, addressed dt&ace-to-face

types of communication.

and telephone. Moreover, the company’s management w limit means of
communication provision to only the most chose niannels to
effectively manage investments and information control. " \Y'

4 T

According to Dennis and Kinney (199R, tHey Se that th?f)est likely

explanation for their results is that media richness h:\)r nno :ﬂx:ctively define

explain modern technology: thereforem ricl@ y C be an appropriate

theory for the traditional chanE! g}h ﬁs%’ nd@e 0s, whose levels of
r

q
tw m(&&—communicaﬂon channels
Y
verified in this study. heWn thi' me slo@-ﬂunicaﬁon might be just rich
orker

sufficient to support w 0 pasiti¥ noTeQ,\fpr reasonably achieve tasks.

N | %(J
N
Finall(,m reasons erlth@)(a!’ganizational values do or should affect
usage of r%o org?n I c unication, including primary language, large

4
depart Mf company, H?:ltur\d,!zj'abs, symbol representation, and technological

feedback and clues are fara

o

.

enw nt (Baeza-yates, Fume%?, Pino, & Goodman, 1995) the current study found

§AS and Facebook are thin used communication channels.
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5.8 SUMMARY OF CHAPTER FIVE
The chapter contains the introduction of the chapter, which includes overview
of source of findings; it also presents the discussion of the study. However, rﬁg;ter

reports the implications, limitations of the study, it also talk about reco@on for

future research as well as the conclusion of the study. "



