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CHAPTER TWO

LITERATURE REVIEW . '
2.1 INTRODUCTION i

This chapter discusses about communication channel el m&tanam the big
organization such as Sulfo Rwanda Industries Ltd§Also it talks ab@ut dlrec.@r'l of
communication and how organizational structure cts co?p y’ comlﬁmlcatlon

In addition, the chapter discusses about perce| d rich \eommu Ql'on channels

based on the three competences. 0}, Q\ &

O

S

In the chapter, there is he%r atlgp out lI‘o @anda industries Ltd and
hieh a

those communication channe re using.in the &Hpany As literature review

looks at previous reseasch the media hpeé’ eory in order to understand it
properly and how it has deaope% ars Cj/

Q &
2.2 COMM IO CH (J
Barnard ( escrl c mmunication as an essential management action, and

teste d datlons d I{attePR'Accordlng to him, communication is the most
tan affectlng power in t\eorganlzatlon Communication makes an organization

fuI organism and associates the organization goal to the superiors and

Qﬁordmates in an organization. It is necessary that managers and employees come
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together and have affirmative dialogue to discuss organization matters and challenges

and look for solutions of such challenges. T

It can be observed that communication in the company is m%dlng and
receiving of messages among interconnected persons within a partimnvironment
or setting to achieve singular and public objectives. Manag mwmmunication is

X:t | and cultural

not an isolated phenomenon but it greatly depends

sensation. Within organizations people transfer and spread, messagesthreugh face -to
]

face, written, and mediated channels such as teIe@MS and E- ilsi. _\0}
4 X

Y

i \idea@;that simple
definition places great emphasis on t@s of com cati@‘%dler & Rodman
(1985) described communication %proc@u b@'rgs responding to the
symbolic behaviour of others.%r, ttﬁt defini 'on%\gnizes both the process
and the behavioural interaction of'the p'r S gag@he communication act.

G LS

According to*Blundel (:i ; uganon is a tool used by humans in their

Many scholars define communication,as trans

daily communigationwand tion.(§s’entially, communication is a process
¢

where inforigﬁs transferr b&w@e sender and the receiver. Perfect or clear
cfang

N
e hetwe )nana and employees that is a indication of good

ication and in order he information to be transmitted successfully to
”W& \@‘t

0
\individual, the receiver, needs to know which good communication channel in

: E
G ontemporary era. (Blundel 2004, 2-4.)

messagere

C
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Communication is a necessary part of everyday work interaction. Managers
and subordinates as well as the customers of the specific organisation who are W

selling and employed within the organisation are directly or indirectly \hed in

},

organizational communication. Knowing the channels neede posmve

communication at work place will lead to wider influence on er people and

i«#

increase of usefulness and helpful at regular organisation. (Ge;son , 2-3.)
Communication is used as a means of an anisati oordlnate
communication and information exchange withi organis 'to Cd?/elop
successful management of activities betwe em I e d e@- yees of
company. Institutes, organizations and |nd rle ncourag ectlv munication

tools in order to make sure that top Wa]ent and mer@! of organisation

should accomplish fixed objective goals a %e /@afect vision of the
N

organisation. In organisations nlcaﬂon ans 20 necessary part of the
industry strategy to enc b&}:g tion and increase overall
satisfaction in the org% Ieadlr‘l‘Jto i |rfe e organisations assignment and
income. (Argenti ’w 30@ %
&

O
Org I aI c mmu aﬂ’on(l-s)caso defined as the procedure of transferred
nlks

Ny
messag%
genm

tandi in th&)rganlsations divisions and departments. The
jective of the com ication and channels used in communication is to
and moderate mutual beneficial understanding between the departments in

r for the organisation to positively accomplish fixed goals for the company.

erson 2007, 4-5.)
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2.3 IMPORTANCE OF COMMUNICATION IN THE COMPANY

As any organization needs people within its operation, there is no orgar’?m
without communication and information plays an important role @ctive
communication. Theory on organizational communication has deveAerom the
model as an implement of management planned to assist task accomplishment and as

such was to work as one of numerous organizational variables\ﬂ'ockley-Zalabak,

i ‘ze ce'ntral means by
disse iwd pursue
®

organizational goals” (Gardner, et al. 2001, p@m the flogical Pai‘\@;zr;ent

perspective, communication is a component of,organizational plan as@z?nd work

N

task accomplishment, so that the theoristsybad essqi)n muni%‘ro flow from

managers to employees (Shockley-Za@G). 6‘
\ n
&
Similarly, Taylor’s sys%man&eme S

ated by a well-defined
chain of command and exact depar abour=Those two essentials were

established based on %szndards and ealsu@%t of standards. Based on his

4 2
perspective, commuRication i \bs\ escri @s a component to increase the
Lo

efficiency and @enes

¢

i
addition, margﬂaearc rs vi &)n@icaﬂon as a core procedure of managing

%v N

(Jones, % Gargegdlal ois,@@O4; Orlikowski & Yates, 1994; Weick, 1987).
As the Saecial p
C

E tion, contribution, satisfaction, and interpersonal relationships among

2006). As a component of management, communicatio

which individual activity is coordinated to devi

E -

erformance percégvo' n has been important in the management to stress
N

gers and employees, communication-related problems have also been

Q(nowledged for managing procedures. Effective communication was a foundation

of the social performance perception, so theorists highlighted interactive
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communication among staff to increase and develop mutual trust. They also
acknowledged the significance of both official and non-official communicatioWs
viewpoint has delivered an impression about communication as a @ment
procedure of social collaboration and has affected the theoretical ounds of
communication theorists. Weick (1987, pp. 97-98), for instance, smterpersonal
communication is the essence of organization because it cre tMctures that then
affect what else gets said and done and by whom... the Xs.t mselves create
additional resources for communication such as hieraréhical le eI.E,\QdWon tasks,

@
2 Orlikowski ziﬁj\‘z{:ltes

|72]

exchangeable commodities, and negotiable depen

(1994, p. 541) also assumed communication

se% t in\thgv ongoing

uced%p?t')duced and
changed.” As a managing procedur&%\u ication ™y noté& an element of
management but a critical part to m@ana . ,<\

S

organizing process through which social

o &
Every aspect of maﬁ\wier 01[ i omp epends on communication.
r

Problems come wher% e misun tar‘di@' or misinterpretations between
4

de
£
managers and emplayees. Th'u , reat &Mer is not whether communication
between both 5@ ut ey éﬁmunicate effectively or ineffectively
¢
(Shockley- E@

2006). A J)n@ could suffer without dependably good

N
commu I0fw andJ'this ?uld use such consequences as missed deadlines,

imperfect, tasks, and unmet @é When a company has grateful communication
b%x superior and subordinates, it produces good products and services. Like any
m, communication in the company or workplace needs constant maintenance. It

annot be considered stable or permanent simply because communication problems

can come out sometime in a memo or staff meeting (flexstudy.com n.d).
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2.4 ORGANIZATIONAL STRUCTURE INFLUENCES COMMUNICATION

Although the elementary procedure of communication is similar in several dwant
situations, one unique feature of companies has a deep impact on the co tion
procedure — namely, its structure (Greenberg & Baron, 2011). Compalkrequently
are organized in ways that order the communication arrangements thWt.
Y

According to lvancevich et al. (2011), the term Xazo"ual or company

structure mentions to the officially set pattern of ionshi SW between
@

various divisions of a company. A company’s stru aturally is sﬁr&@ y a

map or plan, known as an organizationa%]g. Such ch oi/ﬁrgraphic
of ,‘eom

demonstrations of the formal arrangem unication ir%:g)mpany. A

company chart may be compared to ;rar showin co@ny’s skeleton, an

outline of the planned, formal ca@nnections m 9@5& and employees in
N
(..)
X

different divisions or units (Arg%ll). @ a
N RN
o S
A company ch@ ins of ;\jbbx@nd the lines joining them. The

—9

'3

'3
lines connecting the%s in tr:M y ch;(tf}fe lines of ability presenting whose

obligation should answer t 0 frontﬁﬁ of the company to workers or from
i
¢
employees toQ@ager, rep mé relationships. Every staff in the company is

N
responsiple, t mm,nbmd%) otheé}t the next higher level or lower to which he or

she is cannected. At the same t\t@e' managers are also responsible for giving orders to

t No are directly below them. The boxes and lines form a blueprint of a company

Q aying staffs that have to perform jobs as well as suitable job titles, and those that
e

y have to connect for the company to work properly (Jones, 2011).
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2.5 DIRECTIONS OF COMMUNICATION

Communicators in a company can be managers or superior, employees, an
division and units. However, managers communicate with other managers@yees,
supervisors in one-way communication procedures do not allow aukiinates to
communicate feedback. Therefore, employees communicate W managers,

supervisors, customers, and external parties in two-way comm ion procedures

u
that provide for such feedback Donnelly, et al (1987). Th uznbu'g and Ornstein,
or co Wn in three

@

distinct directions: downward, upward, and horizc@ [ _\c}
P 4
LS

These three directions create the framew wi{ﬁin\ich co@f&vicaﬁon ina
company takes place. These communi@ i .

(2008) identified the structure of a company must arra

Upward
Communication

Downward
Communication

!
’r Horizontal
Q’ Communication
&Y

N
\C.)

g&.l: Downward, upward, and horizontal communication (Lunenburg 2010)
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2.5.1 Downward communication

Downward communication flows from people who are at high levels of mana t

to those at lower levels in the company. Traditional views of the cor@ﬂtio

procedures in company have been controlled by downward communication flows.

S

Such flows transmit information from higher to lower levels the company.
Managers, from chief office administrators to division le administrators,
communicate downward to group members through speeches, essa'ges in company

bulletins, company board policy manuals, and compan cedure handbq@oks.
]

Y
| S
Canary (2011:18) has identified fi eral purpo o%%wnward

communication: \,
1. Implementation of goals, @ ivescg‘t the company.
j@ormation about exact

Interconnecting new strateq%and

«
{ D
=2
o
=BG
D
=

- : N AR
objectives and expecte ourst gi .ﬂlrzo c'h for lower levels of the
organization, compan}d ins’i ; $
é (

2. Job instruction%ationalg; Th epr@]mands and instructions on how

to perforK\Miculai assignment uty and how the job relates to other
f th

activit'N (b? (}E@ment need to direct individual and
f? = o
ith

de ental goals omp@y-wide goals.
S ’b);' <

. “Procedures and practice&‘}. These are messages describing the company,
XS

\institute or organization’s policies, rules, regulations, benefits, and structural

0‘% arrangements in order to have some degree of uniformity in organization

w

practices. In companies, this information is transferred to staff members
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through board and company-wide policy manuals, handbooks, and the day-to-

day operation of the company. Y~
4. Performance feedback. Departmental movement reports, singl &@mance
or peF

evaluations, and other ways are used to express departments or persons how

well they are performing with respect to performance va,% goals.

5. Socialization. Each company attempts to encourage sqff members to adopt

|

ceremonies, such as picnics and United Wa paigns. It is an'a er;\ggxy-get
a commitment, a sense of belonging, ﬁnity trend a@g staff
members (Lunenburg & Ornstein, %S)Y.. \ >
N4
N\J) .
The downward flow of ¢ (ﬁatio e fore;\}hannel for commands,
=

the organization’s mission and cultural st and t unusual

&

@

q
guidelines, and information& uti#f@rs.ﬁever, much information
- g NS
becomes lost as it is de vew on' ind ' al t@nother. Moreover, the message
can be distorted if it travels grei\ iﬂmdts source to the last receiver down

O

through the form hﬁny ar{i orgdmizatio in of command (Tourish, 2010).
N
N | O
(N 2 9
2.5.2 Upward communicati

&
N ¢ !m/ 4\ . o .
A co sthigher pe rmance X{ceds effective upward communication as well as it

>4
needs tive downward cmunication. The scholars have put emphasis on the

%hment of upward communication flows. In  a company, this refers to

Qnmunication that moves from subordinates to superiors. That is required to meet

the personality needs of workers and to conclude if employees have understood

L )

=,
o
-}
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information sent downward. The five types of information communicated upward in a

company are as follows (Canary, 2011:22). T

1. Problems and exceptions. These messages define severe'Mems and

exceptions to usual work performance in order to make the superiors aware of

difficulties. \,

2. Suggestions for improvement. These messages are t er the success of

work-connected processes to raise the quality orfcompeten cor@any
| &
members. -
? 4
N

3. Performance reports. These messages include

managers how employees inthm\%w an sabégting.
4. Complaints and disputes. e ess\wige mabyee grievances and
\

m
L .
struggles that travel upémp ny chain “of and for a hearing and
possible resolution.%iev!n proeess i 'b%ked up by the existence of a
share of memb pany Bargai inb ag}ement, managers and employees
g &
are even m fresheqt %bise tru%elings.
N
5. Finan 'Mac ugtin?nfdrn@_tgm. These messages relate to expenditures,

ICweport: t inform the

4

fin cords receivable, 9&6’ curiosity on investments, tax charges, and
’ >
§Watters 0 mpgrtansg'to the board, chief administration, and division

o 9’
N

Perfectly, the company structure must make available for both upward and

inistrators.

downward communication flows. Communication has to travel in both directions
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through the formal company chain of command. Unfortunately, communication from

the lower level does not run as easily as communication from the higher Ievew

blocks to effective upward communication in a company are as foIIo@ney,

2ot -,
Yv

1. Managers or superiors fail to reply when employees carr information or

difficulties. Failure to reply will finally cause no ¢ zati .

2. Managers tend to be protective about lesser than¥per ct\h'QOS. When
N
employees see that protectiveness, inform%l be kept back. ' b
4 \/Y'

3. The manager’s attitude acts an im ortanZole i \eupward ommunication
flow. If the manager is surely @nd S aﬁ{ion, then upward
communication improves. c \T

0 \
4. Physical blocks can al t upward Mm@ion flow. Sorting out a

A
manager from his s \tes

es public @ems.
S
5. Time intervals be n the ¢oi io&t@ and the deed can prevent upward

communi o}!f it tal<es months f; e different levels of management to

N
acceptchloy es] suggestio ard communication is delayed.

@
<$ d v): -y
&e ollowing are somaxg/s and means of improving the effectiveness of
communication in a co\mpany (Keyton, 2011: 14)
. The open door policy. Literally, this refers that the manager’s door is always
o open to employees. It does not need appointments or request for employees to

come in and talk about any problem. In practice, the open door policy is
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occasionally used. The manager could say that his door is always open, but

in alot of cases both the employees and the manager know that the

actually closed. Normally, that does not take place in a manage of a

company (Reason, 2010; Senge, 2006). A

2. Counselling, attitude questionnaires, and exit interviews. TK manager can
seriously assist upward communication by conductivv ictate, personal

d
advising sessions; occasionally managing attitude “surv yl; and holding

walking out interviews for those who leave the cemp yikdjof ed
| &
information can be found from those for ommunicatio —\
J
- NY'

3. Participative techniques.  Group . decision

arrangement of upward communi Nhat
of union administration Wﬁing ou \0@?

locate based councils, and t respondenc 4 <$

4. The ombudsperson.@act]: fa om@an has been used largely in
Europe and Ca% ind o:J‘ peo e" \’v@ve been treated unfairly or in a
depersona'liggannli? e, bureadicratic government (Hyson, 2010;
Internatiepal ®Ombu stit ’9%2009; Kucsko-Stadlmayer, 2009). In

o il e &

rece ;I'ma it has inc aéd Qg))ularity in American state governments, the
N

ilitaryy, univérsities, 'and sd'l%? business firms. Xerox Corporation inaugurated
A position in 1972, a@}éeneral Electric followed shortly thereafter (Malik,

\010). If established and maintained accurately, it could work where the open-

QE door policy has been unsuccessful.
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5. The union contract. A principal objective of the union is to send to direction
the feelings and demands of different employee groups. Collective m
deal meetings create a legal channel of communication for any @ristic

of manager and employee relationships. A typical setting u ry union

beyo
6. The grapevine. Although managers can be rel@racgﬂrzrapevine,
they would always listen to it. The grapevipe is a®hormal p enoQ-that
N

serves as a means of emotional release fo oyees and de rs'thesmanager

’ X
with important information concerning W ehn;dk elings @:@mployees.

0

mpany is proposed to

contract is the complaint process. It is a tool for request the consultant

of the direct manager.

nﬁ%\y chain of command.

ays to encourage more

effective managers am@ j A
'3 ¢ &
NN O

I\ | %
2.5.3 Horizontal communication {Q

v

Upward and @3 rd com c"l!iorf-éfws generally follow the official chain of

commar@nhe "co pa o@uzation. However, bigger size and difficulty of

: s

companies raise the req iremen@ communication laterally or diagonally across the
li N‘ the formal chain }c‘f)command. That is mentioned to as horizontal
munication. These communications are informational too, but in a dissimilar way

n downward and upward communication. Here information is fundamentally for

direction to connect together actions within or across departments on a particular
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company or within divisions in a company-wide managerial system. Horizontal

communication can be classified as one of the following (Canary, 2011:26) Y~

Gy

1. Intradepartmental problem solving. These messages take between
persons of the same department in a company or division in ‘@company-wide

managerial system and concern duty achievement. \,

\g

2. Interdepartmental coordination. Interdepartmental®y m ssllges help the
achievement of joint missions or jobs in a compan division oomQany-
| | | &
wide managerial system. -

? 4
%' \es Y
3. Staff advice to line departments. These m fre@l'y go from

professionals in company are@e’, or er %@ice to field-level
managers looking for help insgthose area AN

|c:1 lows is @ted to develop management.

In short, horizontal ?ﬂ
This horizontal chanr% S a C} ‘;J 94590&’ flow of messages, supporting

divisions to work ther di‘n \N\/ithm&ing to follow severely up and down
channels. Manym i in h@fntal communications in the form of job

es
# C¢)
forces, groups, contact workers, r&ma@ arrangements to assist management.
) >

b ¢
£ ¥

ternal communicati ﬁ}(ows between employees inside the company and
WE\E ariation of shareholders outside the company. External shareholders contain
ther managers external to the company. Various companies make official divisions,

QLCh as a public relations office, to organize their external communications.
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2.6 PERCEIVED RICHNESS COMMUNICATION CHANNELS

The choice, selection and use of communication channels by managerial of co!?w
organization, institution members has been recognized and interested to es ers,

academics and scholars as resources and tools to increase organizatlomAQectlveness

(Dahle, 1954). Y‘

Different theories, concepts and models have ztabl ished providing
clarifications, reasons and descriptions that are sensib d rati nW& Lengel,

1984, 1986; Dobos, 1992), models of social studies

s social mquer’ce_\g; of

- 1993),.andsmindless decision
\"‘6-9‘ I

-
model when it moves toward to communication channels choice (T@x:man, 2002)

it is concerning managerial partlclp\:'@tlves fo re@ connected with

communication channels choice e- malﬁﬁh\QWm l@tﬁ) in a situation or

environment. Several of these t@re eStablis <Lié'ﬂ‘rypothesls or assumption
that a company or mana erhem TeW an% rception of communication
%ln a

channels is an importa%
) é’
The per&tl of i f codi;i@umcation channels by different people

and tools by %med' rlch ss&heé')(Daft & Lengel, 1986), focus on ability to

gratify and skfy nge DSIJZ} of c@nunlcatlon channels usage (Dobos, 1992), the

pote tialto utility as a charac@of the company or organization’s culture (Sitkin,

technology use (Fulk, Schmitz & Steinfield, 1990; R

ke cto enbou@lng channel practice.

, & Barrios-Choplin, 1992), and media appropriateness or correctness (Rice,

) all these studies have been discovered as predictors of communication channel
r

actice behaviour and performance. For illustration, that main key need and

important for understanding those reasons that affect company members’ opinions of
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communication channels in order to improve theories that effectively and successful

describe their practice and the wider suggestions and implications of such us?'m

communication channels in a particular company. (;

Even though, their significance and importance, there are Qmparatively a
small number of studies that have examined and estimated rs determining
organizational members’ views of communication channe eexemption is Carlson

and Zmud’s (1999) work on channel expansion theo hic WWructed to
®

y on medi ic'n@eory

(Daft & Lengel, 1984, 1986). Channel expa eo% on @/W persons

rw s richnesssor ca@gﬁy to assist

progress and improve awareness of a u
tha@ﬁness perceptions

common meaning and sense. Carlson@d accom

are movement and dependent on o%elated 1n\I\w¥e

N
using the means of communicai ith tﬂe co nicq%f\ matter or subject, and

with one’s communication hionl one’'s inx@nent or experience rises, SO
should views and opin%zhannel’ richhes. 0’

bring together unpredictable or inconsistent results i

Q& experiences such as

% as jaqo-pzice unication and the telephone, and modern
Y.

technologies, such as instant \m\g@saging, have not been examined from a channel
e }bn conceptual framework. Argument of important differences in modern and
raditional communication channels occurs and that these differences may create some
mpirical factors more or less relevant. Face-to-face interaction and the telephone are

dominant channels for communication in companies, institutions and organizations,
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and members are entertained into utilizing these channels well before incoming the
workforce. Relatively, e-mail and instant messaging are comparatively mode v
customs for their use were less well established (Fallows, 2002; Shiu art
2004). Consequently, the researcher considers and believes that irﬂ%ﬂent and
practice with those modern communication channels, with company’$gCommunication
channel, and the communication topic may be more important inNnining the most
perceived used communication channels of traditiona FY.

dern channels of

communication such as the e-mails, Facebook, SMS, ile, fixe telephone

addressed document and face-to-face commumca’@ J ' _{—3
&y

Furthermore, other widely recognlw ry @S impact and
is r@% richness theory

perception of practicing different co ion chan

(Daft & Lengel, 1986). The main p Ies of m ry are that means of

’%r

communication describe in r| |th f&:e tosface c nlcation is considering

the richest, while other me mrT hav |ty of transferring less clues
n

like computer medlatl% unicatian ar thlh d that usage of communication
4 ¢ &

channels gets bett hen In(il use gh.er means or media when there are

numerous expl atlo 'lnfotﬁgdon means that is equivocal tasks and
thinner medi %o eq |v:c‘:% S @ & Lengel, 1986; Daft, Lengel & Trevino,
1987). Me mEchne:S heory, at t egmnmg developed gradually without straight

con;ﬂ&on of the modern CO@‘UHIC&UOH channels (El Shinnawy & Markus, 1992),

b% have been retroactively suitable and proper into the theory’s context and
ormw

ork as mentioned by several scholars such as Daft et al., (1987); EI-Shinnawy

Markus (1992) and Rice (1992).
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Most researches investigating media richness theory have tested the
communication tools suitable perceived by measuring the communication cwl!ls
choice of message correspondents or senders, not by investigati \& real
performance effects of channels use by both of sender and receiver (Dﬁk& Kinney,
1998). For the reason that those studies have tested communicatioWnels choice

rather than channels usage, the principal suggestion of mediaMss theory rests

Y.

The study attempted to examine richness of ¢ unication ¢ r’sls \ed on

mostly unexamined (Dennis & Kinney, 1998; Rice, 1992)

three competencies namely; role understandi eten |zaUQE€'I culture

T

awareness competency and employees’ per ance coque y.

QS 5

2.6.1 Perceived richness communlcatlon channels based on role understanding

competenc - y ' o
Communication has extreme rtant ences w\{stm or among managers and

employees in workplac gn?ﬁn th nlcs.z@n channels in which particular
;ss ’

organization use to exp formatw ufcqi/and even policies of the company.

Orgamzatlonal c mu anon' can genezz@ defined as communication with one

another in t ec ive, an cohteé‘) a company, industry, institution and
enb

organlzatl ﬁv 1997; Shockley-Zalabak 2006). Those
comm channel actand tkgnsfer information within a company, this involves
O

ac m ments and activities

‘ées through different films of power, using different message methods or

Oangement and negotiating or discussing different matters, issues of concern and

interest to the group people belong to or the enterprise or industry people work for.

of transferring, sending and getting or receiving
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The interchange and needs of information is the necessity and requirement for
proper or official work in the organisations. On the other hand, communlcatlo
company, organization or workplace is more difficult procedure t@ the
information exposes (Bratton, et al. 2007). Many researchers ano'%ars have

defined communication as the exchange of information between '@ sender and a

/q

receiver where the message flows from one point to another arw communicators

i ZI & Kreitner, 2008;

are linked together by channels including (Kalla, 2005;

Krone, Jablin & Putnam, 1987; Stuart, Sarow & Stuart,

In addition, internal communicatio
management action and movement in ev

employees to receive information f %a

ing <<i'r job. However,
O

several communication models wit erent e )@been set out as a way
to define the nature of com how rgan aI communication acts
and performs. According , ee communication purpose
that is not performlng “ |ca ‘Q l|s~nb'work|ng normally. He proposes

or argues that e;n@ com \&u e advanced like every purpose or

function that pp money, save money, improve job

satisfaction, a%low nd e bléh Q?msatlon s staff standards. Ackley (1997)
N

express%he mﬁlﬁ_()?nd employees as communicators must be “painting the

plctu&f organisation’s a (@4 and accomplishments required to complete its

a%Nhent and mission.

Using richness communication channels effectively conveys understanding of

the shared aims, goals and objectives between manager and employee relationships.



42

O’Hair, et al. (2005) explains that the exchange of information between superiors and
subordinates carries understanding competency between them. The unders

competency is described as shared meanings and mutual understandi@ting
from interpreting messages in the same manner by manager and empl@éﬂ'nfluenced

by the richness communication tools of sources of information (P&ey & Garnett,
2006). \/
In an organization, communication is essentiall orta thanagers

"X

and employees. It is the duty of junior employees derstand su er'o&a}their

TN

nv\bas f respégv and answer

questions, or deliver departmental or waatic chan on 4‘& Poole (2005:3)
describe communication as “a pro@rOUgh \CI\WEO gécting together, create,
N

sustain, and manage meaning%h gs?u qve&@:?)r nonverbal signs and

symbols with a particular context ' éé

(o

The mana&%m orgia i

as basis of encauraging em

communication channels as part of conflictye

leaders. It is from this idea that it is quite nece?‘ r the superiofs to @ﬁje richer
solutio

P

ss communication tools effectively

' do @-’jobs properly. When communication is

clear at the | managem t,éo i(a%ce and output of the employees tend to go
N . o

up. WhQa/ ers ta } com@ucatlon channels it removes a significant feed-

bac%from employees an@# develop anger, demotivated and fears especially if
@without resolution, because they do not perceive managers to be accessible.
en (2004) says that when managers are unsatisfying in resolving a
ommunication problem, this becomes an operational serious mistake and lowers the

effectiveness of the communication tools.
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Another key factor of relationships between manager and employee is the
channel which is used by managers to send information to the employees. I
sufficient to communicate through emails or voicemails all the time. Ther@bﬂods
when employees need to interact physically with their superiors. Fac e contact
helps to respond too many of unanswered questions. Therefore, low Yar'nmunlcatlon
channels such as emails, especially when the informati&. have a higher

ambiguity or equivocality, can often times create levels w y re‘ult into making

<& J'«

2.6.2 Perceived richness communication channels based on role Orgvnlzatlonal
culture awareness competency oy &

Organizational culture awareness competén inf uace

organization employees unhappy.

the. standards, morals

and customs concerning technology%ypand. tran

communication. The awareness;grﬂ }en%d' g é@% movements practice
n

atio in management

7]

requires identification of som eeli the capability to identify reactions and

feelings that being practice ed a+ i nogé\another person (Liu, Wang &

Wang 2009). Present study, so efhphases on that point in terms of

communication b anaders> empl s. When a modern technology system

is presented, t respQnse } fee@g‘)adk come up from separate staff members.

The mor@caﬂ nd dlng are produced the more likely not
' $

mterp:t d effect a!fang nt can be reached. For the moment, beliefs,

cu rough of staff and anlzational stories, offers thought plans that benefit

%atlonal participants and members orient themselves to organizational

Orwmumcations and technological improvement (Daft & Weick 1984).
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Quinn and Rohrbaugh, (1983) their opposing and challenging standards
typology of organization culture is based upon two measurements of und
principles, beliefs and relies on people information dealing out and proc@lthin
an organization in terms of improving or spontaneity versus dness or
predictability as well as external versus internal communication culWatures. That
findings in four culture categories, sorts and features found b Mnd Rohrbaugh,
(1983); developmental which is flexible or external as e. %:bil'ty, growth, risk
taking organizational culture; rational can be predictab exte naWplanning,

L
that Igoks p’eqk@‘i or

the ¢o ; a d the group

productivity in management communication; hierarc

internal as e.g. stability, information manag

which is flexible or internal as e.g. interco

5

According to Ngwenyama (@% Slack Wt and Smith, (2004) in
N
different research studies, theé thaf‘ val am ks that the validity of
&
u en

evaluating and measuri %cul’ sieq} that are general across
organizations, as well%t;atin

g
S
variables (Howar Q@). Tr
principles and walueSwthat 'g thz‘é{;anization cultures and to proceed the
¢
accomplish hd a ion} nett} nd communicate within organization that
N
wanted 0 i ve ifs.incomes. H@ever, the four culture sorts of developmental,

ratiw&roup and hierarchi dapted and discussed in this study somehow in
e

rélatiofy to communication as it looks for the most used communication channels

& on organizational culture awareness competency.

ultu br@and kinds are relative to other
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Modest or competitive technology revolution depends mostly on the
organizational capability to communicate IT knowledge to persons (Bassev
Benbasat 2004), Boynton, Zmud & Jacobs (1994). In that way, or@mon
emphases on the communication channels in order to make plans of i ments in
communication. Organizational communication involves both verbal and
nonverbal communication that is used to affect the functioni orking situation
in particular company or organization. To implement nh

c'mology in any

company, institution and organization, connectio etw kw specific
L

Yw
ent research,) the [@rcher

nicatio nel&jﬁsed on

noka?y rmati,@:ﬁeimgértner,
&

organization culture shows an important role. In th

emphases on examining the richest used
organizational culture which includes mo

Tiede & Windl, 2011) & Liu, etal (2

S
Organization culture stamﬁlrds va(lggs affects the need for a

response to information th h!lec(t] ed{érer the external and internal
communication chanr% turned! int anbatlonal awareness competency.
'3 .‘

Organizational culture,is that s t‘a \d& botgxzernal organizational communication

/?r

culture emphas forilustrati

other comp d |fernal rgﬁnl a(ﬁ?nal communication culture emphases for
%makwMamte@ce of its socio-technical system could decrease

its ﬂﬁ&/e practice and us@'of innovation (Harvey Palmer & Speier, 1998).

:E\eke, organizational communication culture influences the standard and values
h

Q rtain company and organization shows on meeting the revolution of information
chnology achievement or internal competence.

exampl
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In addition, companies respond and react rapider to common environmental
proceedings, dealings and events, when the organizational standards and
viewpoint, perspectives and policies reproduce these (Antal, Dierkes@mer,
1997). Therefore, if modern technology innovation is too unfri from the
organization’s prospects, the organization may counterattack considering or approving
it, resulting in its rejection. As a result, communication_channels allowing the

dependable communication of innovation and organizati eCIuti n are the main

component and factor in adapting modern technologies. .\d
L

4
| .S
Communication channels may be defi S @ tooLSE/ which

ithin L@gganizational
tec@ﬁogy is important

information is progressed from one fact orfgoin

system (Chakrabarti & Feineman, 19 and’so i
for communication channels Wi@)organiza\'r\i‘j

,Qxésearchers conducted
N

different studies about com

n channe .Wltrz'Q rganization (Brown &

Eisenhardt 1995) determi hﬁt 1 muné@ion iIs common, frequent,

assignment groups ar%Cossibl to (?bt ern technology and that they
4

develop more p&:{t and ' \rem at @he information gathered through

communicationw S, It : ore‘;ﬁﬂarly relevant at applying think quickly

¢
and clearly “agile™jappr ch‘%iéle@ s (Cockburn & Highsmith 2001).

NN
Q/ ? S

%
& the other hand, Iinﬁ}a‘nd boundary crossing both inside and outside the
\

c \ty or organization, that is significant to skill and knowledge improvement and

G unicating. External information should be mixed with that information already
p

rocedure in the company (Cockburn & Highsmith 1995). External communication

channels may involve the usage of external foundations and bases of knowledge such
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as magazines and journals, the presence of internal mechanical and practical high of
level of knowledge, or limit and borders that can identify revolutions of asse )
and internal arrangement that offer the bridge between external knowl the
company. That proposes and recommends that communication and nnels for
modern technologies are improved when internal and externmrmaﬂon is

Y

\4

l

Internal communication channels joining a onnectings, organizational

e
members must improve knowledge movement on e awareness f(# :@Odern
ieing

information technology has come into the co ased oh a@bserving

ent dfve mentség‘/;nport et al.
(1998) and David, (1998) recommend&oranizaﬁona m@[ion culture must

have several channels for infomﬁ% trans e\a\(%s

N
communication channels whiché regﬁ\ar ti ble Q{‘Reetings and regular and
\ A}i A(Q

addressed.

some companies involved in information

D

@nd important. Such

standard reports.

X |3
(,) N
4 V] ' 2
To permit Q{allowl M prag(;r and mechanical information to

influence and %h ganizati merr@s’, companies often employ new staff,

contact and %mcu ents desofibi g new improvements and progresses, educated
ékv N

and tra%' hin yﬂgogg%any, ourage personal connects and contacts with

knoy&

eable personals ou the company, and practice other external
L

L )
—

c ication channels such as meetings and workshops (Zmud,1983).
: The culture and environment formed by management’s communication
annels which are decided by managers as tools of communication among the

employees. The managers know how information is received, and how impacts of
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communication types are considered by employees. Communication channels of
management offer an opinion to the employee in the daily processes of orgaw

and create consistent cultures in organizations (Bhagat, 1982; Clampi@wns,

Y-

One of the main aspects of successful communication_channels is forming the
iDa

1993; Fisher, 1980).

communication track so the beliefs and thoughts flow effe | \fs, 1968). Davis

icien cw:ation that

L
is an essential among employees and managers. Dav ablished t h@ is a

expressed that companies have a responsibility to delive

decision-making constituent of the organizati t needs communication

contributions from the specified parts of experti ma ngledgeable

judgments. This is due to the need towam is hap g a@rg the employees,

to be a part of an organizational c@s awaren\o%p @* and to reduce work
N
worries of the employees. Oncaéers aﬂd e ayeezié?ﬁmunicate each other by

the richest communicatio (Mels,'i S and ree?@mendations begin to flow,

creating an organizatiz% re. “vj"l §
XV

In comparingy Davi pofﬁ)ﬁ to the practical groups within an
¢
organization (E?ys that ong of trt}i portant problems of an organization for

% NN
exampl% om i t th munication flow is abridged due to variances

bet@e ideas and cultur@; employees and the non-technical equivalents of
@pany (Jovanovic, 2002). The communication flow within the say IT public of
Q mpany typically covers expressions of terminology; concepts pertaining to
stems, and technical processes, the business community has different

communications in which the managers and employees are located (Holtz, 1998;
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Jovanovic, 2002). Jovanovic emphasized that the administrative staff who
communicates with less terminology and more importance in modern b?!!s
philosophies that are widely understood by the external community. S% 998)
suggested that communication awareness is also needed in ction of

organizational culture. According to McGee (2005), IT commWons within

company are highly arranged; in the logic that great emphasis ism on process. To
work in acceptable ways in organizations, companies i; heir culture to
recognize employees who are affected by potential orgamizatio alw‘s or who
want organizations to make decisions to solve prob i rtﬁn}@ﬁm.

Then, organizations need to communicate

\ m@gﬁers and
employees to cultivate high-quality, Iongw i i etwe@g;m (Grunig,
Grunig. & Dozier, 2002). \% é

The excellent study ied¥out Q)y ( unig,Qct?al., 2002) stated that

communication channels wi }!eed inja co with an organic structure,

sharing culture, and etricavs.%‘rﬂ of Yommunication and in which
7 ¢

imp t is that these conditions provide a

opportunities exist emp oyf

favourable context i hic

¢
organization yeeslare a o‘zee_t} contribute in decision-making. As a result,

SN A
they ar% ratif i )he con\%any and more likely to support than to oppose

the ai f the company. In @i‘on, employees who are authorized to participate in

onﬂéﬁ(/ork most effectively. Within such an

\l&making and to involve in symmetrical communication between them and

G gers contribute significantly to the values of the organization.
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The excellent study also presented that when communication channel function
was given the power to implement symmetrical systems of communication, the?ﬂks
was a more participative culture and greater employee satisfacti \ the
organization. However, symmetrical communication is not likely in ﬁ&anization

with mechanical structure and authoritarian culture. Organic struciire contributes

strongly to employee satisfaction with the company (Grunig, %rm Dozier, 2002).
t

According to Grunig (2006); Toth (2007), a symmetrica oflcommunication

ith t eiwd with the
"~

channels in the company increases employees’ satisfacti

company. Therefore, communication channels will no good aqti@nless
organizations have a participative rather than di cultufe ecer@fzed, less

N

stratified (organic) structure rather than a centralized, Sh?tl ied, (mec al) structure.

(&
2T o \O

2.6.3 Perceived richness communication channels based on employees’

performance competency E") nf"y' "-'}\

4
Employees’ performance in & ationalscom uni(ﬁ exposes a fundamental,

shared and united imp rtawm the }onc of e@}rol and management through
(

N

correct, accurate and r mmunic Cﬁm{%'& Organizational communication

research has advaj@gnif@nm th@y formations and commencements of

N
communicati it rg?v:lhe%&ganization. Gratitude, appreciation and

recognitio signp?e fc unication to the management procedure and

practi accredi ba'sicany'to the work of Barnard (1938). He referred that
. ; 4
unication was the exac}&%eart” of the management practice. In 1940’s, the

oy

and social interactions movement added and contributed considerably to the

Ocept that communication in company or organizations must be a two-way

procedure. It highlighted the concern for employees’ attitudes and job satisfaction and
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encouraged and motivated study on employees’ participation and contribution in
decision making. It also highlighted the two-step movement of communlcatlwn!
upward and downward communication directions. Thus, based on this cor@s&tmn
research development, employees’ performance can be observed a sed with

regards to the role in the organizational income and development. ?

Later in the 1950’s, communication research egon he impact and

influence of response on employee performance, an en 'rowtudy was
L

re the mp is'orl\&g]:ion

introduced. The problems with upward communicati
and research methodologies like Episodic Co
which was developed by Davis (1953). Ho

or term ‘“communication audit” as a %tlon an
used to assess the truth and accurac f an or

communication. Communicatm%\ me odo gies &I;Qressed and advanced a

common method for the ear 01] tlona munication that rose and

improved employee p e in the co anle@ institutions.
L7

N | 2 %(J
Nowadays, communi ' b ﬁderstood and assumed to be among one

of the most gwl an SI nificant a&t_} ies in companies or organizations between
manage% ploye ris &w@lson 2008). Basically, relationships develop or

of communication. T\\functioning and existence of companies, industries,
i ns and organizations is built on effective relationships among managers and
ps of staffs which cannot occur without rich and effective communication
annels between superiors and subordinates. Moreover, Jones et al., (2004)

mentioned that organizational abilities and competences are advanced and performed
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through “intensely social and communicative processes”. Communication supports

and assists persons while groups manage events and activities in order to acc

objectives. Furthermore, it is also important in socialization, decisionsmaking,

problem-solving and change-management processes. A

Every company has internal communication which also Memployees with
g:P

essential information regarding their occupations and j ary, organization,

milieu and also each other. Communication can assis motivatespedple to build
‘X
ement; MeanwAil ci'}ernal

trust, make shared characteristics and encourage in

communication offers a way for persons to sh express ings a.% motions,

e a?d emb&tivities or
accomplishments. Communication is\%dation fo pIe@‘groups to create

logic for their company, and gener%formatl We ]{Péof the company and
\

the resources of its income. %

employees’ communicatio eh?&lt c séan as g@%umed the above reproduced
points and he put them.i ierarchy. T se'e@yees’ communication needs are
\" f &

described in Figure
K7

share expectations and desires and ebr,

~
f—
O
O
=
()

et andjspecified the hierarchy of
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here
are we
headed™

Does
anyane

From above figure, it can vwe h@competencies which

0
N,
discussed in this study combi oye&’ co nizeg'c} needs, especially this

section examines job responsibihi y perf@ance feedback in terms of

surveys which med|% it nag lancbmployees carry out company
Q&
it oy O

T RIS

The erﬂ!@ee p form cenls eajajraged by good communication channels in

the cor% egalﬁlst whe® it is respectable, effective or ineffective.

Luk ewski (2006:5) states “T@eatest continuing area of weakness in management
t is the human dimension. In good times or bad, there seems to be little real
rstanding of the relationships between managers, among employees, and

teractions between the two. When there are problems, everyone acknowledges that

the cause often is a communication problem; so now what?”
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Two different studies, the first one conducted by Roberts and O’Reilly (1974)
and the second one directed by Snyder and Morris (1984) show that manag
scientists have long established and agreed that communication procedu® key
element or dynamic in organizational achievement. However, oth emics
various research fields argue that employees who have open Wrances and
positions of communication with superiors and supervisors ar cllned to create
effective job associations with those superiors, to ya:d' enhance their
organizational presence and improve their perform , an .?o\ad’value to

chinsky 7), gg'and

Y On the han %Ehwelger
K

ployees who

organizational output and productivity as found b

Laidlaw (2004) and Tsai, Chuang, and Hsieh,

and DeNisi, (1991) and Gopinath and Bec 2

have affirmative and open communlv\mcaa per@‘rs are also better

able to manage and deal with majo nlzatlo ua o;a\ uch as dismissals or

temporary hold on jobs or mer%o or ﬁmre

Meanwhile, S t'al. (2oo an h t al. (2007) in their studies, they

displayed that an enﬂ%ae th

higher organlz on

\q ng communication channel reports

|de |on Whereas, Stephens and Long,

(2000), Te aI 2007 a;e @(@d that who have greater communication
N

channelgwit eir mana i are @ to cope and deal more successfully with job

streQ >4
S
: E As a result, researchers have proposed several ways in order to advance and

prove communication tools within organizations. Some of them include Atwater

and Waldman (2008) and Downs and Adrian (2004). Other scholars such as O’Reilly
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(1977), O’Reilly and Roberts (1977), Roberts and O’Reilly (1979), Snyder and Morris
(1984) and Kacmar, Witt, Zivnuska and Gully (2003) they mentioned, basv%
series of studies, that there is strong suggestion and evidence th |Iar
characteristics of effective organization and management communt& such as
high frequency, openness and accuracy, performance feedback, ?dequacy of
information about organizational policies and processes, ardY. se aspects and

features are completely linked and connected to employee anc? competency.

According to Pandey and Garnett (2006),

organizati dla.c{-g high
an ofg ion. 6?1.6 of the
T

strategic ways to reach organizational effectiv essu? t b|||t managers to

value on effectiveness of employee perfor

communicate with purpose and direction,to the employe om ication is defined

as the exchange of information b@su peop eWa ,Q\peaklng, writing, or
N
using a common system of sx%behaﬂiour i al, 2005). Pandey and

Garnett (2006) suggested t%t co pa’rI wev@mumcaﬂon as a display of
the company’s healt izational e ec{i@s is a “key competency of
:

=

.‘
management and Iﬁ\apablll mmgcate tasks into measurable actions”
(O’Hair et al. cces organizations, leaders do not simply

communlcat ffe e;’)?mﬁor@} ommunications into actions. Managers in
success ame} 0 n|c n various way preferred by the employees.
The e employee sa@lon depends upon the effective communication
E maintained by the managers. Managers of successful companies understand
héwdirect relationship between job satisfaction of the employees and their

roductivity, as it relates to employment of experienced employees, retention of

trained employees, and the cultivation of human capital (Lussier & Achua, 2004).
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The principal role of communication channels in a situation is to transmit and
exchange information to achieve the company’s goals and objectives (Luv
Achua, 2004; O’Hair et al., 2005; Pandey & Garnett, 2006). Compani@oﬁen

comprised of employees from diverse populations, who bring ‘ﬂ*ﬂt goals,

backgrounds, styles, habits, and preferences to the process” (O’Hair e?l., 2005, p. 5).

Manager and employee communication require Y";:ritanding of the
power structure and power sharing and must incekporat SW)‘ to the
ctivity. Power Ishi@‘rand
onship% en %Wgers and

NN,

employees, which will enhance productivig\; ivi work, agreeability.

These attributes are facilitated throwa c@mn interests and

needs, and the satisfaction of those @%bythe %s. ,<\
N,
y &
x &
In the company, ﬁim ni01i ISy an i@rtant part of daily work
st

communication. Mana% affs as well as t@ients of the certain organization
4

:
those are purchasin arketin? ing g}{n the organization are indirectly or
directly involved in“work mupication. Significant channels needed for
¢

differentiation of their roles in order to maximize

communication require positive and constructi

N
t gstabli fd orgc?ﬁation. (Gerson 2007, 2-3.)

effective co &@atio at w ﬁacémll lead to wider effect on other people and
incline Qi%; a \‘C
N &
%\‘\ccording to Blundel (2004), communication is a tool utilized by managers
d employees in their everyday communication. Basically, communication is a
rocess where information is transferred between the source or sender and the

receiver. Rich and clear message exchange between two sides is a symbol of perfect
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communication and in order for the information to be transmitted positively to another

individual, the receiver, desires to be familiar with how to connectw

contemporary era. (Blundel 2004, 2-4.) (;

Communication is used as a channel of any organization{ institution or
company to organize communication and information interchan Mln the company
to create effective management of activities between t Zber' of institution.

Administrations influence effective communication | mbers of

company to accomplish set targets, objectives an ve a perfe v’sg@'f the

organization. In company communication is a ry ind stRj' strategy
to encourage members of organization and ise oyverall tion |@;rgamzat|on
leading to incline of the organlzatlons I d and income. (A@ﬁi 2009, 28-30.)

Organizational commu% may 'also Jhave d@ed as the procedure of
transferred messages clarifi Mnd l nation v@the organizations divisions.
;m

The general purpose %

create and moderats tuaI

mun

i

atio chan@s used in communication is to

un@ding between the departments in
er t}_)&éed set aims for the industry. (Gerson

order for the organisation

2007, 4-5.). %)f th four on{ntﬂ}c tion styles described by Pettit, Goris, and

Vaught k )ﬂMveram\F Richmond and McCroskey (2000:359) explain

tha Qwsors use one of c%/ “four communication styles of telling, selling,
g\lg or joining to produce productive satisfied employees”.

0 Effective communication between management teams and subordinates is

essential to the productivity of organizations. However, there exists a noticeable need
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to examine organizational communication and how communication styles of
management teams affect employee job satisfaction (Roberts & O'Reilly, 19

performance and employee job satisfaction are predictors of the profitabtl%\i life

Y~

2.9 SELECTED COMMONLY USED COMMUNICATEMANNELS IN

of an organization (Richmond & McCroskey, 2000).

THE ORGANIZATION
Strong management in the company is based on ric m ianels that
help managers and employees to communicate to each other. In the ¢ t Studgrthe
| ! | &
researcher emphasises on commonly used com tion channel Sul@Rwanda
? 4
Industries namely: face-t-face, addressed documws,'tel Me\ obile a@"ﬁxed lines

calls, SMS, Emails and Facebook. %\, Q\ &
O
N A
N

C_ 7
2.9.1 Face-to-face as channel of comrrluni%ation (_0

Face-to-face communlcatlon\ ediumsof ¢ m@on where two or more

people interact face to fa a given bl@ gathering. This channel of
(
communication allows™an pindivid hstgg/ 0 and realize the non-verbal

@
communication s Ne soljrch answ%bwith feedback immediately. Face-to-
&
face conversa 'No e bles i ecqfe@, covers optical and aural cues perform
' 4
as an indiyidual UI’C:?JS nat&a‘l body languages. Begley (2004) states that
face-t &r,mains{h esﬁnfluﬁll human contact, never change confidence and
; T
cn

cl(\ f people discussiﬂé?n the same area. An and Frick’s (2006) in their

‘%h, they described that face-to-face communication as more rapid, easier and

Ore suitable than computer-mediated communication in the company’s work

between and employees. Face-to-face communication is a high societal company
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communication channel, excellence and intermediate to transfer the incidence of a
source (Kaushik, David, Kline & Oaks, 2000). In addition, Barkhi, Jacob an I

(1999) state that face-to-face communication remains an effective of

connecting people in companies. ‘x

Face-to-face practices oral communication, improves fmlues to transfer

information and transmit rapid feedback to other gatherin arkhi, it al., 1999). An
& Frick (2006) in addition explain that face-to-face, com urw plays an

"X
important role in connecting people to ambigu jobs, Creati 'cr@ and

concluding compound responsibilities. Lastly,

Meijde ee@?é'n (2005)
T

ifi &\WI xhau%rg face-to-face

communication as compare to co er-mediated c uni@ﬁ in a business

company like Sulfo Rwandalndust(esj \T ,<\
% % 5

in their study state that employees are

7]

taff @ntment at Deloitte, believes

Tom Crawford, the qih m]w
that face-to-face com ication remains the Best.operational and exciting mode of
4 2
i

communication be a\@ IS c1 ith rr\ﬁahty, clearness and in a time-relevant
manner (SCM, K&&\nge "

!

¢

recommend “face becaliseit EJS pported by technology (SCM, 2009). She
< h' N

states that e onlin¢ ¢ unio&m has not made employees any better informed

tha used to be in the @befcre we started speeding along the information
ngghway, though they’re getting that information faster and more accurately...
etting two way face-to-face communication get left behind in the dust” (SCM,

QOQ: 11).

S, thédder of Sinickas Communications, Inc.,
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The face-to-face is still the most influential human communication. As perfect

as electronic devices are, they can never fully switch the understanding and pr

of people communicating in the same room. For best explanation and@tion,

face-to-face communication has worked for millions years. Thousan pecialists

believe definitely that the best communication happens when a manager and employee

Y.,

McClain and Romaine (2002) believe that face-tezface com

Ay
company like Sulfo Rwanda Industries encouragc—%‘ation twee n’arl@s and
ow

employees as well as between employees them eversit also pr% tes more

ce co@gjﬂcation has
nonverbal signs and evidences such as‘eye co}nection, ex@ions, physique or

body activities, space, period, dista(c%yd prese\'que g@?e way the message is
N
interpreted or decoded, by tf%ver. ﬂ/lean Lle,<Q mmunication channels

convey a variety of importisms, \l as face-t e communication sends the
pure ideas more than d telectronic items. ! 0'
'3 &)

are in the same room Begley (2004).

on in the

than just good feelings. Guffey (1997) mentions that

'3

AN S

2.9.2 The advantages of face-to-face communication

ey occhach e coiin
Begley (2004‘@3r|bes ace-td-fade car}n unication as the switching of information,

%v N
beliefs,% and feelin )(v en@members exist in the same bodily area. It also,
X

ensQan extensive choice\(qvbusiness events, comprising official meetings, tea

r \IitCh&t, hallway encounters, one-on-one training, yearly assessments, work

consultations, and other. He adds that face-to-face communication depends on the
athering of watchers rather than the gathering of modem and internet networks.
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In addition, face-to-face communication has an influence, a correlation. In the
book Secrets of face-to-face communication, Bender & Tracz (2001) wrote,V!h
you are communicating with another individual, you are in a short-ter@ship
with that person’. However, in this worldwide or global era, it is @%nally too
costly to fly the workers to a central place. But even when that is@tuaﬂon, the

m}r procedure of

as ircredible ability

k un arMonditions
o g
in ordef to n'hg@’eople

ry, Q/ércompany
X

in facts that

greatest specialists pretend face-to-face communication thro

technology at fingers. Although new communication tech

for several channels of industry exchange, it misses the

concerning some features. Begley (2004) indicates
and products in a company stay alive in this

should manage face-to-face communicati

others communication channels fail to& iWD]
Conflict: when persons are %d arQJI angryy Iong;bace practically in this

&
situation can make indivi h co @ple; a company like Sulfo

Rwanda Industries lim%Zs to resolve p'lo@’ conflicts amicably at all levels

:
and branches. The rﬁ@ers h'a angeéc%ﬂstant site and off-site meetings at

convenient timegfor 1tSeempl 'erevec/%éy are located.
g") ??’ &
Emotio% oyees’i emotignal and sensitive and distressing situations reply

morgﬂtively to one anothsr\q@uh to electrically conveyed messages.

\e if one member of the Sulfo Rwanda Industries’ employees has lost a family

elative, the manager finds it effective and easier to contact the believed person in
erson.
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Priority: The condition includes the outcome of a task or service important to be
achieved by the company. The workers may need to become together in thw
chamber or assembly in one building. Example: Chief executive officer ulfo
Rwanda Industries limited wants to motivate the team work to achie\,@;wroject on

time and on budget. He should ask team workers to attend personal Rﬁﬁg every day

until they finish the job. \/
Title: Sometimes, for administrative concerns, it becomesybliga rMonees to
]

f the boss hﬁf{hg%t'be

comply with the boss’s demands despite the portf

easily defied during face-to-face communicati ple: pa.anTke Sulfo

&
Rwanda Industries the CEO has powers\'; |p|imi an~emplo in a personal
interaction. \ > é

\ 9
&
Money: If a big inside or outsiémer%r bu r.pla(Q order to buy company

product, the face-to-face h :T ni tion"és“\}ﬂe most effective to collect

sufficient information @?z customer. E an{pleb one customer of Sulfo Rwanda
2 ' 4

Industries limited S to u3‘ M st $g1j4 ion of business, he wants manager

the end. Even though manager or director

&itt@?&r family, he strongly escort or accompany
N

%\n great- importance conditions or these including significant conflict,
edeti

on, authority and money, face-to-face communication is the perfect. Other
ommunication channels do not offer the team-building occasions that meeting in

person can. Relationships grow when meeting members can have spontaneous
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discussions during pauses, at mealtimes, or even in the hotel, meeting points or
chambers in the off periods Begley (2004). She describes that some factors
physique language, presences, vocal sound, period and spatial f@ships
specifically voice are more significant remote encounters then they aré'*rson. Itis
public commercial error to consider that those factors count Iittle%.czuse, people
words convey for less than 10% of typical messages, this pr vetMctual electronic
communication, like dialogue face-to-face, depends on r OX;

bcil performances.

Thus it is recommended wisely to relate the greateSty, structureSwof¢face-to-face

"X
communication, especially nonverbal, when emp@re incapab obej{t&ether
? 4
&y

in person.
&
NV R S

2.9.3 Addressed documents as channels of communication é
Daft, et al. (1987) mentioned that A@ssed or voc are the third richest

| 5
media after face-to-face and ne. Powe " D&(@_ conducted a study on
descending communication bh&n ]a and e@oyees in some levels of an

organization; he class%;sages either ias@nted or non-task-oriented. He
4 4
found that oral comw{icatlon| ‘m\ ritte@?’)w-up) was the choice of managers
in companies w é@mu icati dresco}ﬁmessages to subordinates.
i
% ‘Y2 9
L &
% are gs’m ;ge e@ﬂote headed paper is used for letter, many
X

org@ns and companies re-printed stationery for memos. Affectionately, it
iy

1 a “memo’ this is written communication from one person to other or a group

6 ople within the same organization Taylor (1999).
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Taylor mentions that memos serve a multiplicity of purposes such as to inform
of decisions, action, and others, to request decisions, action, or others, to

someone of action which is required, and to provide information of any ki@;

2.9.3.1 Board of meeting ?

The arrangement of the Board of Managers will fluctuate dependi n the particular
requests of the company. The difference can be cyclica te nolc'gical, young or

mature, domestic or international. For example, if the irement I1S<for ghternational

Yv

]
contact, a participant with international expertise or a foreign in ru.':tg{%ay be

certain to fulfil it. A main critical quality e board i§ the rac@jl~ between

N

participants or members whether it may be i business er in"matural life;(Black, 1996).

Eventually, the board of managers an\%@ves is re iblﬁthe achievement
and let-down or let-down of the @any. Wor @sf the board delivers

supportive insight into how th succeeds i tuat@, Just like with company

\ébc W
constituents, the board can_be s tejt ve de@(e everyday jobs and events
I

Alexander, et al., (199%Zr and Salanc (lﬁund that the proportions of the

3 'y
board and its structwre FEil \m;a\ y aﬁ:}%ed characteristics that measure the

managerial nec&it fo
¢

studies by L ce and L

Ny
themsel@anﬁnﬁdinsid@bundation founded on the demands from the

b

situationy, Both studies determ'@gd that board proportions and structure are sensible

agﬁwmon sense reactions to the environments located by the internal situation.

=

i ectoréﬁ its situation. These results supported
i

1(( 967) that specified companies’ arrangement

(]
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2.9.3.2 Evaluating Board Performance

Different employees’ estimations that are usually believed and predicted, s

board participant action is rarely estimated. Boards do not hold themselx{s%v the

same principals or standards as do other followers of the company su mployees
and management leaders. Less than half of companies evaluate theWi members’

presentation and actions as it is connected to company r outl nd helpfulness

(Sonnenfeld, 2002; Jackson & Holland, 1998). Establishi |C|a and continuing
assessment procedure can consequence in more upda oard |th better
emphasis on long-term objectives and plans as well veloped info mft& rthe
board and improved involvement of its part| nt (F|ne gol ler E‘Conger

2001). The estimation of routine of eve e rd agers 0 VC:ompany IS

particularly significant to the progres\ ent shor
g@ness. Whereas boards

plans, which in turn will conclude %)mpany N 1
N

regularly practice results as n)% for Usefu , @ r device to investigate
n

board routine includes estlma%he S a dé@cesses directed by the board
(Hermalin, 2004). %z 1 { Q
<&

¢
2.9.4 Telephone calls (moblle and land Imes) as channels of communication

—/@h

Ion@%n objectives and

Cellular pho S ha bee?cﬁs'l ('éli one of the most popular communication
channel resgar h gentre nhart 2012). The wuse of cellular phone
commat on cuts across aII young and old. It is believed that, for example, in

ed State of America young generation aged between 13-19 use cellular phone
%Darker, 2007). Companies such as Sulfo Rwanda Industries use telephone calls

Qobile and land lines), because their instant direct communication interaction in such

organization, employees take advantage to constantly transmit effective
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communication. The researcher intends to find out whether telephone calls (mobile
and land lines), channel communication competes with other channels like

SMS, electronic mailing, face to face and addressed documents. (ﬁ\
2.9.5 Cellular phones ?

A mobile phone is also identified as a cellular phone, cell phone, a hand phone. It
is a device that can create and collect or receive te 0 calis over a radio

connection whereas moving around while walking or“dgiving aro idespread

]
geographical area. It ensures so by connecting to %phone etwork piiﬂ@xg by
e “publ

mobile phone operator, permitting access t%. icdt e @ork. By
contrast, a cordless telephone is utilized only within t
base location.

\range ﬁgle, private

. T > .
In addition to telepho nt df mo m(()Q phones also provide a

widespread variability of other Servic Xt m ing, MMS, Email, Internet

access, short-range W%;mmunil;io Whiebtnown as infrared or Bluetooth,
’

:
business applicatiowmmg l ograprﬁz;qfhese mobile phones that provide
N

these services aw gen
ed@at the first hand-held mobile phone was

¢
% (ZOQGMH i
dem@e by John F. Mi\ V?rand Dr Martin Cooper of Motorola in 1973
eE&ng a handset weighing around 2.2 pounds (1 kg). After 10 years, in 1983, the

TAC 8000x was the first to be commercially available. From 1990 to 2011,

erdwide mobile phone contributions raised from 12.4 million to over 6.8 billion,

penetrating about 96% of the global population around 7.1 billion according to the
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ITU and it is a big growth from 6.0 billion mobile subscribers in 2011 and 5.4 in 2010

(ITU 2013).

The common components found on all phones are:

1

2-

telepho

A battery, providing the power source for the phone function R

An input mechanism to allow the user to interact wi p one. The most

common input mechanism is a keypad, but touch aIs found in
some high-end smartphones.

Basic mobile phone services to allow @ m ca an d text
messages. 0\ s‘r

All GSM phones use a SIM c\ low an actetint t@ swapped among

devices. Some CDMA deV| 0 have a g alled a R-UIM.

Individual GSM, W 5?: nd om &Illte phone devices are

uniquely |dent|f:ed Intinatl al Equment Identity (IMEI)

number. \} n‘
Q Q >
Low-e(ﬁ)) ile [ one fteﬁ'heferred to as feature phone, and offer basic

sets yl

3

re d d computing ability through the use of native

softwaiap ications became k as smartphones.

: Q Several phone series have been introduced to address a given market segment,

ch as the RIM BlackBerry focusing on enterprise/corporate customer email needs;

the Sony Ericsson Walkman series of music phones and Cyber shot series of camera
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phones; the Nokia N series of multimedia phones, the Palm Pre the HTC Dream and

X
N

A landline telephone (also recognized as land line, land-line, main | ome phone,

the Apple IPhone.

2.9.6 Fixed line phones

landline, fixed-line, and wire line) mentions to a telephone Wutlllzes a hard
medium telephone line such as an iron wire or optical fi able or'transmission as

notable from a mobile cellular line which utilizes radio e for tra

l@v

In 2003, the CIA stated about 1.263 b%. ain telepho Ilnes\,‘(fbund the
world. China was the highest in the world ahic ad 3 |II|or%3;ollowed by
United States with 268 million. Hov@e Unlte dot%ékes 23.7 million
housing fixed landlines. In 2008, orld h \\&ﬁbil g@ﬂxed line subscribers

5)

(international telecommunicatl%w 20(9) N
\ So
\
In contrast, fix% line i |s ot mdb one line can be hard- wired or

cordless. Fixed er&mentl proc s of wireless devices or organisms in

fixed positions ces di@dstrles and companies. Fixed wireless
jh%

e&n&j?)ower from the service mains electricity,

devices gene erl\j
d|35|m|® wireles ;r po@e wireless which inclines to hold battery-
A

powﬂ though mobile arg?mrtable systems can be utilized in fixed places,

e ness and bandwidth are cooperated compared with fixed systems. Mobile or

& ble, battery-powered wireless systems can be used as emergency backups for
X

ed systems in situation of a power shutdown or natural disaster.
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The word landline is also used to define a connection between two or more
paces that involves of a built or dedicated physical by cable, as opposed to an T
available private connection that is actually implemented as a circuitﬁa\vired
interchanged system. The implications of a land line in this situation urity and
survivability. For example, a military headquarters might be conm&aﬁo front-line
divisions and unities by landline to confirm that communication®€mains probable
even if the conventional telephone network is damaged or X;l'nother example
of this is in airports. All air traffic control towers have dedicated 'nwted to the

"X
police, fire department, hospitals, army, etc. This%’x situation of nﬁr@/ and
wanda rie@ be uses

can be used at any time. In the company lik

dedicated lines in case telephone network @estroyed ov\hap nat@s’aster which
affect and damaged landline phones. \) é

H [

—9

2.9.7 SMS as channel of communication “« Q-
ng s krown g ey cephd
Text messaging is known as the Short erwce‘@SMS. It has been one of the

modern and contempo%;s of cImm ichtic@%ext messaging (texting) also is
'3

4
easier and faster tha%lc in% ZM e de@ Web browser (Briggs, 2006). SMS

is economical, uSe all net s and has of recent gained worldwide
¢

recognition. % 4 (57

N
:‘0: vy 3
xting or text messa@ﬁre exchangeable with the technical SMS or Short
%& Service since both have the same definition. The SMS communication
Cc

ol provides a way for people to connect and communicate with very short

&ssages. The short messages exist up to 160 characters and transferred over mobile

phones. The first SMS official commercial texting message was sent on December 3,
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1992, from Neil Pap worth of Air wide Solutions saying ‘“Merry Christmas” to
Vodafone‘s Richard Jarvis using the Global System for Mobile communi

standard (GSM) network in the United Kingdom. Allegedly Riku Pﬁ%\, an
engineering student working for Nokia, transferred the first private icial text
message in 1992 (McClain, n.d.). The engineering student was first'@ccording to the
calendar. However, students sometimes do not truly coll%&edit that they

deserve. Therefore, the words “allegedly first” appear befo e student‘s name.

\d

itched SMS with t‘tiﬁ}p‘gers
ssociafl t eTWireIess
N

blisb‘sd { the ,@n‘ger of SMS
messages conducted in the United SN&NY has ent@ﬁ over 48 billion,
AN

from just 10 billion per month in 2(% \T &L
N
‘% ¢ 3t &
S NI
LI

However, in 2010, LQE en ]/ iversi *}ndergraduate business public
relations class indicaw he results a

4 ¢ &
students’ either se receiveli \f‘message Qm' a regular basis. The SMS users are
t

In 2003, 90% of teenagers in the United Stat

(Tomita, 2009, p. 186). The Internati

Telecommunications Industry (CTIA, 20

[verBal survey showed 100% of the

able to text even whem o 's ofé?ﬁ'ﬁmunications are not working (Briggs,
¢
2006). Anot t%efit i§ that SMS use n be built to allow mobile phone access to
N
legacy info ion sys rown@f al. 2007). With the new computer technology

suc rdware, software, a@work mobile satisfied workers are able to form and

Mrectional SMS uses for a wide variety of procedures. Therefore, in the
ompany such as Sulfo Rwanda Industries is more possible that all managers and

mployees text up and down during performance tacks.
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2.9.8 E-mails as channel of communication

Electronic mail is an interpersonal message service designed to transfer?m
messages from one person to another. Dowall and Salkin (1986) defin@ronic
mail as: "the use of personal computers, communicating text-editi chines, or

specially designed terminals with the appropriate software to send andéreceive written
messages". \/

Electronic mail makes the work environmen e use uI\wd\dps people
@

more effectively handle information when it con@m. Itican a o’nin'@?e.the
number of communication relationships within_an “erganization and cr\e,te a new

environment for sharing and disseminatiWielaa\deati@;cording to
Connell and Galbraith (1980) "Electr(@ makes git@\the business that
needs quick communication amor@sctions i %nt I@ﬂ'ons“. Wasiak et al.

N
(2010) discuss about the huge %menf'in th agtzﬁ:amail. But, their concept

only captures part of the thou\hN elegt ail, ‘e%r@, which is so fundamental to
everyday communicat%temia rls lo ih\@d in the ground of email study,
4 ¢ &
i QO

particularly since th@s, %
\& Q N

C
Huma ability t obnnected whenever and anywhere with anybody is
iy o Bk
Y

growin%koccagio s for communication. By means of e-mail, instant messaging,

b9

and @e phones, a superViS\q?;s' capacity to stay involved within the workplace is

Nan ever in the past. In fact, many functions have developed synonymous with

S,

o

T

théy,communication technology-infused company of the present day (Turner &

einsch, 2007, p.36).
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Many studies emphasised on email as a habitat of numerous functionalities in
addition to being a communicative channel. O'Kane et al. (2007) defined
attributing a polymorphic character to email. Polymorphic defines h@” is
intertwined in everyday work accomplishments, understanding c tion and
distribution, which has the potential for both helpful and %pad forms of

communications. Scholars were concerned in analysing everMommunications

with email with the purpose of understanding how indivi mL'nicate and cope

with their email, rather than concentrating on one particular [featute.fResearchers

recognized two themes, established also in O'Kane

(2007)) co ribl_«it}vtr:e 3

descriptions of Ducheneaut and Watts (200

h(@ ectr%w mail as

con?m ation is valuable

exemplifying their fundamental facts,wa of the i re t@ to one or many

of the characteristics these writers %sed. 0) \h%d @ (2007) and O’Kane
N

et al. (2007) have discussez%egati%

characteristics and features:

1

information management and email a

e
—
o0
QD
w

low after the positive

N
©o
co
[
=
—r
o
=
3
2
o
-]
y |
QD
«Q
(1%}
3
=D

The subject includeS“practi

¢

extents geo rgﬂya borders
: N . o

knowle% the igvolv ;nto wledge within different groups. Information in

ema“s ss permanency, thatgcan be kept and regained. Emails can rise the

ss of information through the writing and editing procedure. Information logs

3

mttjﬁfehtion channel features of email. Email

i
fun@i ed rapidity, permits for easier entrance to

C

e
6 e used to approve things or double check.
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The negative point may start with Information overload, and time lost on
unrelated, irrelevant or poor email communication can be challenglwmd
problematic. Writing can advance, but also damage the quality of corr@}tlon,
although most literature approves that writing often leads to bett inty and
clarity. Personal communicative abilities and skills can dew.'or improve
communication. Emails can decline the probable for negotiations."ndividuals might
limit their email use due to fear of being believed blamed mt ble.

Y.

In addition, email interactions permit for connectien manage t,'/v@ntact
to many individuals, communication lists, an emails’ d thj&?)od fact,
fv" ing th@%~ and wrong
persons. Using interactions inappropki &y)an lead iffi(@‘%onditions time

wasting and spam. Group emalls odify t \om?xu TXOn dynamic as it isn't

\
who is ectedq‘?to.
<</

2.9.8.2 Social interact% 'wj
Emails can constru elatlon rr ularl éy%ugh greater number of interactions

and contacts. S& clal alls support reduce hierarchical limitations

and lead to a‘@ed u

by email, emails can @personalise communication. Potentially, there is

:}Nlon if persons not involved in certain emails.

there is a negative point such the posabl&; ro

always clear who is expected t

/4/

¢ (,?
ward orfth/c tion. The negative side is that emails can

N
iwduaé\mght display escaping and avoidance manners
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The structure of emails can lead to misinterpretations, unsuitable tone and style

of message, and thoughtless writing such as writing fast and sending before tho?ﬁul

through the message. (’}

Whittaker (2005) devoted a special issue article to handlﬁ collaborative
everyday jobs through email. The emphasis of the study was not real’ group work but

rather how the person participants mark sense of group ZhOV\‘ they recognise

and access task information and how they precede ema a remin c‘compllsh
multiple everyday jobs. He presented two presenta , a paper- a@vn:ent
management arrangement or system, as a -pased gglgnment
management means. The constructor s or an he wit amsmg and

systematising task-related informati WE}eas th r@ds members of

unsettled jobs through links of th |aI inte ? S l;(ﬁ‘on and constructions.
':h"'i Z N

Tungare and Pérez-Quifiones ( 0 dl&usse t nlaéz? of personal information

t and est the solution is along the

lines of cooperative i% n ma léfjt Indi |duals within a social network

3

management (PIM) and as m

should be able to ce and 's co o |ve way that shares the amount of
work, the i |mpo nce |ng 'chan |th|n an email system. Even though the
present stud otf us orenmail e_} , but combines it with other channels and it
is stiII r V, mﬂD)
J v
S’
\

ven though some studies emphasised on overload in relations of the multiple,
n

anned functionalities of email, others diverged and attributed email overload to
eople’s observations that they did not have control of their own email due to sending

and receiving extra emails than they can proceed and deal with effectively. Mano and
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Mesch, (2010) in their study, found a relationship between inclined task effectiveness
and inclined task stress and distress. However, at the same time they reveaw
more emails received and sent could also associate to better-quality task @ance,
representing that email communication is a significant mover an porter of

information that, in turn, supports individuals carry out works (Mano and Mesch,

2010). \/
Meanwhile, Dabbish and Kraut (2006), exami he i awoad, they
L

individual cﬁg@ind

pointed to an association between how essentia

perceives email communication and the am

email, orP\/REIings of

99&)\ de rationég(rmore filing

would be related to a decline in em verDJad, they dt (fteeping a greater

filing system would lead to mor(%il over\ixﬂwat r@h was reinforced by
ESY N
Edenius (2006) who found thé/iduaﬁ ha wor%‘ﬂndling big numbers of

folders, due to unfortunate_me ry,L u ccesz classification, or a simple

disparity between sm% rge folders. Is(me@' (2012), in three contemporary
4 ¢ &

studies, derived to ﬁKsimilarl m ing ﬁnclusion; Filing does not essentially

connect to bettw nal i on n@dement and decreased overload as it is

¢ I (.a

frequently ti nsuming_t reﬁe@ and locate required information. These
NN

outcom% tly Significant as @e is a tendency for engineers to recollect a great

amquinformation that invalring, but not limited to emails, in individual storage,

xy

‘g' filing systems (Hicks et. al., 2008).

Soucek and Moser (2010) joined the two methods or approaches in classifying

overload. Dissimilar to Whittaker and Sidner's

three sides of information overload. (1) Too much information, particularly due to
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numerous group emails and the ease of contact to replies rapidly and regularly; (2)
ineffective workflow this relates to Whittaker's concept of email overload,; (Yﬁur
communication quality meaning that email messages are unclear, superfici orly
developed. Teaching and training programmes evidenced effective i ing these

three parts connected to overload. Szostek (2011) also came out Me point that

email overload normally discusses to being overwhelmed bé aot of emails, as

contrasting to Whittaker's original explanation. That is, : sugigestive that the

nis W‘email.
| &

Szostek (2011) claimed that because emai essitafe plis@zgnt, users

‘unintended’ functionalities of email are becoming more

of electronic mail are forced into a chains, of Steps consi Y:he need to

response, check initial informationwp: sender, ic, @E perhaps first

paragraph, re-examine how to arrar@s’th the e\ll,\p?rf r@te on further multiple

N
movements the email might n%quir@, and ake% usions about archiving.

emai tomers support some of the

He demonstrated the elem

formerly proposed funw

supports group lab , sorti

;“d)u@k supports flagging, google mail

he two further needs in relation to

arative_significance of emails and associations

design are the abilitysto s
¢
between em igﬁi having an egtivéi.%ox construction.
Q’ ¥
&) Iy o
&a previous studies @sed different ways in which email perform such as
Eﬁwﬁh individuals’ overload personal information management and quality of
il

6 message, but they didn’t examine the richness of email in organizational
mmunication among other communication channels, which this research aims to

evaluate and makes the study greater contribution to the body of knowledge. In
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addition, Wasiak et al. (2010) indicate that email, in its original logic, was
theoretically a pure information communication technology. As a result, Sw

email as a communication tool with other channels makes this study a g@able

contribution to the academic field of communication studies. A

2.9.9 Facebook as channel of communication

Facebook is at present more than ten years old, even tho r s ial networking
sites are becoming formidable contestants and is sti asure aln somal

networking platform, smith in his study found that -seven jpercent ,f rlcan

a‘z

adults have Facebook accounts, and 73% of a

h@acebook

accounts (Smith, 2014). The majorlty us e actlv ccounts are
millennials (15-34 year olds). Somal I e not on ge waylndividuals

of information that

&‘é{?

interconnect, but they have also tra f med th W
N

is reachable. Moreover, Techn eve pm asb(su ht about a revolution in
organizational communlcatlon na empl s are no longer limited to
face-to-face as the %cedlunT w lth@elp of technology, they can

4 2
communicate by phqe\by Vlii m encmﬁ,}/malls SMS, and social networks.

Therefore, the Q’.stu \ob ex traditional communication tools and

modern tecth@ in rder esta t&épwhether face-to-face is among the most

N
effectlv%kof com Dﬂ tlon@Ween employers and workers at Sulfo Rwanda

Industri \L}T

: E In order to recognise how social media, which are used by individuals and

ects people, there is need to understand the motivations for using it. According to

Nadkarni and Hofmann (2012) who revised the literature and suggest that individuals
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are motivated to use Facebook for two principal reasons: 1) a need to belong and 2) a
need for self-presentation. However, Toma and Hancock (2013) in their analys

found that Facebook profiles support satisfy people’s necessity for self-wart self-
integrity. Participants moved to towards their Facebook profiles after gE;Qa blow to
their personalities. That proof seems like to support Nadkarni and HWH,S concept
and model. Other study also looks like to support that idea. Usuallynindividuals seem
to be using Facebook to uphold present social networks a Yn.in ormation about
others. People may also use Facebook to manage and s events ups (Ross

wn, 201 Inlo@dy

mend ace OHZ use has
N

lﬂi ma enanq@:gsconnected
activities and accomplishment (Yang W’ 2013). é

Facebook is the world%t soaal n rk QQ:E?\ over 1.3 billion users,
Founded by Mark Zucker }Noo tworga'h'ered exclusively to Harvard
students, its mission i&eopl]ﬁc}}e})v&e oJshare and make the world more
open and connecte Faceboci \0*{4 . Ac
more than 819 @ti ' 20]§Vécessing Facebook through their mobile
devices, and twr 1.3 billioAtothl LEE}CI? 50% log on to Facebook in any given day.
The av% er has 13 }iende-é?\d people spend over 700 billion minutes per

mormAFacebook. This is a{@pshot of the profound, daily affect that Facebook is

et al., 2009; Spiliotopoulos & Oakley, 2013; Yang

o

3

which conducted by Yang and Brown also t

become so combined in public’s lives that i

' g &)
gﬁhg to Facebook statistics, there are

n people globally.

hg .
0 Beginning on September 15, 2007, Google dominated as the most visited

website per week until March 13, 2010 when Facebook surpassed it. Matt Tatham,
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director of media relations at Hit wise (Roswell, 2009) said “people want information
from friends they trust, versus the anonymity of a search engine™ (Pepitone,

The potential for non-profits of all sizes to reach such a wide audience @iends
that share their content makes the question of whether Facebook is a \*dded tool
for non-profit agencies relevant and worthy of examination. The mor users to
take advantage of content sharing and friend networks is par% uiding principle

of Facebook as the website seeks to “promote openness spa[ency by giving

individuals greater power to share and connect” (Face , 2010)."¥tis"exactly this
openness and transparency that provides a platfor both the p ic'a[{—g Ivate
sector to reach millions of people with the use ook P{g T

é\‘?

Hill and White “found that eN practltl re@zed the value of
the internet for helping improve a%amzatlo\co pe t}(e\iess and image, they
were sceptical about its abili ancg the rmnlz@ (as cited in Waters,
Burnett, Lamm, & Lucas, \0 non- |t organization profiles that
were examined recog@taceb ;%s 'rap@y expanding and they wanted a
presence, but they ¢ not taf \dsg ntag ‘63.9 all the options the site had to offer

their relatlonsh% ti The re rarely making use of the interactive

nature of Fa 5@ and it was foted t@rganlzatlons must strive to make their sites

more n% wh

givi ortunities to contribute}r volunteer.
= S

The study noted that “most companies lack the resources or time to provide

o@ng a list of events to become involved in or

=

onstant attention to a Facebook Page” (Waters, et al. 2009, p. 105). A key limitation

they noted was that little research had been published on social networking sites.
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Nonetheless, it gleaned that of the profiles that the study examined, being open and

transparent about their organization was important but that they were not

y?*y
using the potential of Facebook to engage new and existing stakeholders. (ﬁ\

Facebook offers a guide for company, Connecting to Supporters with
Facebook, which outlines how to “connect with current sugelort and grow your
Yy S

supporters quickly and easily” (Facebook, 2010, The Op e':tion). It shows

the tremendous opportunity that Facebook provides on-pr, fik\irdthere are

@
ges on Fac o'(”‘@‘there

10, Fh ortunity section).

it ini iative@ga that “more
eac@%y, and the site’s

A'Q\?olved in fund-raising
N

o effectively connect to

“over 75 million people are supporters of organizatio

are “over 100,000 organizations pages” (Face

Randi Zuckerberg, who works on marketin

than 8 million Facebook users becoN ;an;of new
fastest-growing demographic is us@sar 35, %\ﬂ%ﬂ
% V9

efforts” (Wall Street Journal, provides tipson h

%

the users, including how M c]w rth s\|§“khg, examples of how to be
personal and educatio% ow On Apr, }b, 9@0 Facebook fan pages officially
e o

became like pagejao\w bec@

YN
In or g@row onne 'oré, I‘Gg ook also references a pages manual within
N
this gui%krovi(# te -step&%tructions for building a page. Within the pages
rm&

ma cebook highlights, @ct that “more than 20 million people connect with

IS gwalent to liking a page.

p%kvery day” and that “Pages has created more than 5.3 billion connections”
b

ook, (2010). The sheer numbers reported in this section thus far show the need

r practitioners and scholars alike to examine Facebook as it relates to organizations.
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In an article that noted the strong presence of charities on social networking
sites, Paula Wasley stated that so far the sites: Are more valuable for formingw
relationships with potential donors and volunteers than for raising mor@wore
important measure of the success of social networks, they say, is OW much
money they bring in, but how many of its users they attract, andmuantity and
quality of interaction on the site. (2009) this manual and thﬁ. rofit guide help

non-profit organizations establish and improve the quanti uality of interaction

w

they have with Facebook users on a daily basis. Fa ok 'gWWself as a

X
“culture of conversations” that organizations sho@o gain sup *s@bility
010)4T nua.kéﬁ)lains in

and even immediate feedback on issues (Fac?& 0)\
detail how to build your presence on Fac% mphasi toolséd?f::atures that
are available for a non-profit page. \: ,
\ n
&
One of the key compon%a Fa&aboo age(ii)@ Insights feature that is

available to administrators MQ(I ovides a down of the people that are

connecting to your P% on the inf r‘rlhtiobthat they provide through their
4
rap g

individual profile. &anluc‘e hi ata such as age and gender as it
’r&u '

relates to users

d Iikaﬁ)ﬁr Page. A non-profit can even look at

!
“iked? -

(-t}o determine which types of news and stories

¢

individual E:s(ﬁ@t have bee
|

oyl N
that us% intergs ost eé}le results can be exported and used to show

tangible“kesults of non-profit @énce on Facebook; it will be interesting to see the
@of non-profits that use these insights and to what extent. Facebook is
ontinually updating and improving its features including Insights. They are rolling
ut improved analytics in the fall off 2010 that will also show traffic to and from

Pages and websites owned by individual organizations among other things.



82

2.10 PREVIOUS RESEARCH WORKS /STUDIES

To iterate management and choice of communication tools in order to fire%\rgich
channel is better among of face to face, addressed documents, teIephouAaUs (mobile

and land lines), SMS, e-mails and Facebook to connect betweWnagers and

employees without misunderstanding. \/

X

Hauswirth (2010) directed a study about the so etwork: an_anpalysis of the
]

use of Facebook by Non-profit organizations in tr%of United St tes’ oI\ Ye-'rica
using survey, the objective of the study was % w% -profit %ﬁhizations
ve, the

are getting on Facebook and what they pergei \ﬁ‘ue It to beiHe found that
non-profits organizations see the infl@sing Fa toée the visibility of
their organizations, and they are I@sing Fa%?a Késcause of it. Also he
found that non-profits organiz%re uﬁng ocig\a tool for publicity or

general awareness about thei%enc ine offline. While the previous
study test why and what zrofit or[aniz ioh&@ its influence, the current study
4 2 <<{
examines the bett\of aC(i \R\Q mlggt on among other communication
channels in Suléhonda tr Iim'&%’and how it can be competed the other
¢

!
communicatiws. ' 4 (57

Fs

. srker (2011) conducteg/study about Strategies of Facebook Messaging, in
t p organizations in the non-profit and the for-profit sector. The purpose of the
S was to explore the Facebook messaging strategies of the top ten organizations in

e non-profit sector, and the top 10 organizations in the for-profit sector in an effort

to determine the differences, if any, in how these organizations engage in conversation
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with their audience by using content analysis. He found that the Facebook
conversation is encouraged in organizations, media tool with a high degree OTMI
presence is equated to being. Also he indicated that there is a correlat

content presentation (or, how content is presented) and Facebook fan &w As well
as the nature of non-profit organization content - provoking chagpge and human

willing. He showed that organization that posted multiple co tems have a higher
ItZIe

social presence than the organizations that did not pos t)'pes of content.

However, the present study investigates the richer of Fa ok cam on among

in previo tuﬂy@‘z;sto
b3

d Y
X
em@ﬁry Social Media:

others in Sulfo Rwanda Industries Limited, which w
discover message content in the selected organi

N

Stanley (2015) examined Use Gratification

A Comparison of Snapchat and F ok. T%%/e
understand their motivations l%gratlﬂ

f,qﬁe study was to better

ati bta:t@, and frequency of use

regarding each medium ig_Ca rn|1 |ver FuIIerton The study used
quantitative survey to zata as well és ve and t-test data analysis. The

4
findings showed thwdergrzl ere ated to join Facebook to increase
networking and otivated t pch ause it enticed their curiosity and their

friends are og den re 0 dﬁreej)gratlflcatlons from Snapchat than Facebook

nall c incla allt',é}gency, interactivity, navigability, and privacy.

Untmuates were motiv. m}'to join Facebook to increase networking and

d to join Snapchat because it enticed their curiosity and their friends are on it.

G ents reported greater gratifications from Snapchat than Facebook in all categories
C

luding modality, agency, interactivity, navigability, and privacy, Females were

shown to have greater motivations to join Facebook and Snapchat to monitor the lives
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of family, friends and others. Males had higher motivations to join Facebook to
network and meet new people. Undergraduates’ Snapchat and Facebook u?!&
positively associated with the agency gratification category. Un r\ates
Facebook update frequency was negatively associated with the pnv#%tlflcatlon
category. It can be seen that the previous study focused on motivation‘of using social
media whereas, present study examines the richer lever of F cMcommunlcatlon
channel in Sulfo Rwanda Industries Limited between emp m anagers which

is dissimilated from uses and gratifications of tempora cial .al\d)mpanson

of Snapchat and Facebook. é ' _{7
\,‘T

O“Neill (2011) conducted a study ut the cchmu ' ation nels utilized

by Emirati females to enact Ieadershi rpose 0 tud to examine and
categorize the communication cha IX Emlr le g@\currently employed in
\

organizations in Abu Dhab| ablEmlr Suln h they had supervisory
tasks and duties; formal, legitimate arM itional leadership. The study
used qualitative mode% ew) throug Iép and thematic content analysis

was used in order find 01'

channels. The fi d|n ho

to be prefer:&a resfonde

\ -
to-fa unloflbn was more proof and supported than written

ace- t e was communication channel reported
E:.t?ey engaged in download communication.
Repeatedly
nwhatlon In addition, esh}:\.dents mentioned that negative messages through
hannels were found to be strongly avoided except in the greatest cases.

6 ever, respondents stated that selection of communication channel affected by
u

Itural factors. Therefore, present study examines the richness of the seven
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communication channels in Sulfo Rwanda Industries Limited between employees and

As

Hayase (2009) has investigated about Internal Co ation in

managers.

Organizations and Employee Engagement. The objective of the studygwas to find out
whether there is a correlation between internal commu i(M and employee
commitment. The study used quantitative research (surve ig dis'ributed to all of

communication, journalism and media studies, and BUSiness a@dministration classes
]

Yv
offered at the University of Nevada, Las Veg@lts showe ha[ E@ is a

significant positive correlation between factors?g nal % . ation\/%a factors
blishe

rnal @X\vunication is

nifi %Work; all factors
©

of employee commitment. The study alsow d

connected to engagement, unrestrictewa effort,
of engagement. In addition, fin(@)also S ?h ;@hmunication channel
N

satisfaction and channel co mployee commitment.

However, present study tests richer leve enc unication channels in Sulfo

Rwanda Industries L@e'twef‘r, em I‘ci);eebnd managers as well as the

relationship betweerﬁ%:ted ir N tv%ﬁhﬁgs and dependent variables meaning
O

the correlation w co 's antf:j&/el of effectiveness of communication
#
channels. % m? “
d b)

AP
Au 2010) conducted a%mdy about the effect of face-to-face interactions on
\

c e role of expressiveness. The purpose of the study was to examine the effect
d ace-to-face interactions on individual choice he was exhausting a logistic
gression model. He found that face-to-face interactions increased customer

likelihood of compliance with a request to buy a membership card. It can be seen that
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the previous study emphasised on effective of face-to-face between company and
costumers but, present study investigates the effectiveness of face-to-face amo

communication channels in Sulfo Rwanda Industries Limited between ew@ and

Y-

Dexter (2013) investigated in the study on Organizational¥Communication

managers.

Channels and the Relationship to Employee Resista hzTge Initiatives:

Customer Relationship Management (CRM) Organizat t Capel rS|ty The

objective of the study was to report a managemer%qm or dilem cﬁn@hg in
s

which communication channels should org i anag\‘/@mployee
resistance during CRM implementations. ipl
to examine a quantitative correlatio ;%

ions aé&.is was used
aims o rm@ the relationship

between communication channelw urin % ry@aﬂves and employee

d
& N
resistance to transformation. udy" ' find t Qa{é‘arocedure of particular

communication channels, ms ] il, telephegelconference bridge, instant
Z er

messaging, and face-tc%

modify within the mqneasu‘

terms of observing a S|stm§ od|f a complete. However, the recent study

actions im rO\}e@ere was a trend for resistance to
4 ¢ &
be dr. gped But, results were not included in

examines t a nsh bet n’thé.?ompetenmes and communication channels

as well%, mings st us@among the seven communication channels in
Sulfg&n a

: E Al-Sanaa (2009) conducted the study about Intimate Strangers and Estranged
t

imate: the Impact of Instant Messaging and SMS on The Size and Strength of

Industries leltaﬂysbtween superiors and subordinates.

Social Networks in Kuwait. The purpose of the study was to examine the effect of two
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types of ICT text and instant messaging on the strength on size of three circles of
social network (family, friends and acquaintances) in Kuwait and to expl

potential impact of demographic characteristics on three circles.by usi tiple
methods namely; quantitative questionnaire: T. test, Analysis of varmNOVA)
Chi square, Scheffe test, Pearson correlation, crosstabs, frequenciesyand percentage

distribution. The findings were that instant messaging usage awively correlated
SCII

with the strength of social ties that individuals have with ithin the context of

all three circles: family, friends and acquaintances. A e fo nWt modern
B

communication technologies have both numero

vantages d'ir‘lfge;r‘tent

disadvantages. Meantime, the previous study e

thﬁ twc\c?é'nnels on

strength of social network; the current studygsur ivene VgMS among

seven communication channels in Sul Waaja Indust imié‘between directors

and workers. é’) " >\y 7 $

&

Tabott (2011) expl;Ehudyl u ago@Principles to Texting-Based

Learning (SMS) in Hi ation in a dvl/e@ university in the United States.
4 ¢ &
The objective of t wjy wa's \fee.[ if iﬁa& possible to efficiently support the

principles of ragogy ing é@xting-based version of the simplified

i
learning coef . She found out lﬁat(z:ljlmough texting-based learning might have a

NN
slight i.% the Stude ; effie&y while preparing formal written papers. But,

the ages outweigh the im;%e‘t when considering the courses are accessible to the

N
%ﬁuved students. Advantages to the universities are potential reduced information
& ology staff for online learning, reduced facilities for traditional learning and
creased enrolment associated with easier access to courses. The SMS in the previous

study was tested in education organization, while in the present study analyses the
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efficient of SMS among other seven communication channels in Sulfo Rwanda

Industries Limited between managers and employees. T

Cintron (2009) conducted a study after hurricane Katrina. estigated
about Board competencies in an organizationally effective non-profitforganization in
the New Orleans, Louisiana areas by Questionnaires. She found™that the board of
managers and employers of the organization should devel yl;e ')f incorporating

and adapting best practices into the organization. Al e best tice identified

herein is that of public awareness. And each indivi

rganizatio hqulicd}/vglop

performance measures around this best practic

eate a{)r for.@@xecution

d p\actl\thatéxr:ique to the

and evaluation in order to have the best CW e
organization. However, the curr stihy eval thé‘effectiveness of

communication types on three co@%ncies I @a Industries Limited
o S
-

between executives and staffs. q
\ A“’
ol IV
Martha (2009). pi a study ab t'lm@ving Board Communication in
e &
n

different types s Qb\as an' ent gﬂnterpersonal, Small Group and
Organizational K&nica' Ten-C;%ﬁth-Old Non-profit Organization in the
brc 1

United State erica. The rpﬁse(cj e study was to audit the communication of
NN

4

a newly” for nof-profi ,partnqx\smip to assess interpersonal, small group and

orgﬂ&'onal communicatio\nc.)\té improve the process of assessment and the

ion members receive about interpersonal and small group communication the

Q tiveness of the meetings and decisions, to provide information that will guide of
t

ure organizational communication. The research was analysed by ethnographic

research methods. She found that to express concerns and frustrations in a manner that
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preserved the good relations between members and to improve through the audit
process can be the best avenue for preserving these necessary and vw
relationships. However, the current study evaluates the most com@*used
communication channels among the seven types of communication i Rwanda
Industries Limited between managers and employees, while the pre\nY.'sstudy looked

to the angle of how to improve board of communication in organizatien.

Diokno (2010) examined the Impact of EmarffsCommunication7on School
"AX

Leaders. The purpose of the study was to examine sc eadersiin Te p}, ff_;,\otbout

their attitudes toward e-mail communication a%p; pmc{ ma@]g it. He
while he

d\na d the[@?}ocusing on

the correlation of school leaders' pw of the I tan e-mail and the

used questionnaire survey to gather the d

ic Q(E%s of e-mails are most

N
ers s at least one hour a day

communicating via email, u\ﬁ'g OI ofél@\ school day. While no two
school leaders approa(% il manage nt'ths@me, they agreed that e-mail has
4

significant impact heir daii ad agd‘éc/:ision making. Implications of this
sho

u@é a daily time analysis and develop a

finding suggestathat 'Sehoo
¢ I (_?]
personalized s le tolmeet &mail <‘€r}n unication needs, and collaborate with their

"
peers o% manage il effékntly and how it can be used to support school
X

st Qprevious study inve@ed the effectiveness of e-mail on the school leaders

a
mile the present study examines the most commonly used communication

3 nels among superiors and subordinates in the Sulfo Rwanda Industries Limited.

frequent. The study showed th
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Addington (2012) Students’ Preferences for Information Sources during the
Undergraduate College Search Process: The Influence of Technology at the ?Fge
Washington University. The objective of this empirical research was t d\p an
expert and empirically validated survey instrument to measure studeﬂ&eferences

for information sources during the undergraduate college sea process. The

'*1

questionnaire survey was used in order to collect data, w ereas ctor analysis to
edhthat

empirically validate the survey was utilized. The results in F survey did not
exist to measure how students prefer to receive inform abo Murlng the

search process, and therefore admissions officers m ecisions b (jn @dotal

evidence rather than empirical data. However, gical inf ion s\/g—ces other

than websites were not used during colleg ts surveyed,

@

those who used these communlcatlo s most

tours, email with college represent 1 coll%ﬁc 0 lg.q%ges YouTube videos

of colleges, commercial eba%collgbes, Na e a college counseling

software product. The upd he!ion vey m{éﬂment resulted in new labels
a%n [om unic S,

a@i, interpersonal engagement, and

of information source ass

o‘ 2 &)
instant connectmtyﬂh&h morf I ied the information source variables.
It can be seen e pr S study was on students’ preference
resource of atlo bu;‘?nﬂ)hb(?d on technology or new media. But, the
present ts the used among the seven communication tools

whlmu es tradition and @érn channels among executives and staffs of Sulfo

Industrles Limited.

0 Blumenstock (2012) investigated about Essays on the Economic Impacts of

Mobile Phones in Sub-Saharan Africa. The objective of the study was to examine the
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role of mobile phones in Rwandan society and economy. The material draws on two
summers of field work in sub-Saharan Africa. First, comparing the populavvr
mobile phone owners to the general Rwandan population, second, ba(eg}self
reported data, he observes statistically significant differences bethAq,ende
phone access and use. To analysing the complete call records of eWscrlber He
gathered data by mixed methods of questionnaire survey and i terv s. The approach
m call records; a

uses mixed methods and three distinct sources of data:

government Living Standards and Measurement Survey, ase oWurveyS he

conducted in 2009 and 2010. Meanwhile, the an@gs perform b)‘t.fahpute

this and other metrics for 1.5 million Rwa nd pr Vi ove antltatlve
evidence consistent with qualitative findm& swsvola The L@ggs displayed
that phone owners are consider w Ithler e@%ﬁed and more
predominantly male. Women are Ilkely t %ar @ones than men. Note
large disparities in patterns of%ﬁe aﬂd in eustr(o\ of social networks by
socioeconomic status. The Xal rT Icate t@phones have had a positive

impact on the lives of % ple but;abs t ﬁt tion, the benefits may not reach
4
\sku rese

those with the gr ﬂnee ' examines and observes the most

commonly usew co |cat|on channels between leaders and

Q_

workers in t u oR anda dLétl‘ s lelted In addition, it goes beyond mobile

telepho nlnqm n edI| elephonecalls

Yw
N
O
e idelman (2013) conducted the study about Safety Solutions and Differences
otor Vehicle Drivers Who Use Cellular Telephones. The purpose of the study was

Qdetermine whether there is a correlation between attitudes toward the use of

handheld cellular telephone devices while driving and the use of such devices while
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driving, with particular interest in the role of gender, age, marital status, parental
status, age of children, having a disability, level of education, and ethn?ﬂs
moderators. He collected data by using quantitative questionnaire survey@as he

analysed it by analysed using regression and multiple moderated re models.
The results indicated that there is national interest in discouraging of¢eliminating the
use of handheld devices such as cell phones and personal dMssistants while
driving in light of their high correlation with vehicular 'i any states have
enacted laws and awareness campaigns about the dang f dis aw‘ng where
the use of handheld devices is commonplace. Th

arch deliver, d'in‘@‘rinto

current attitudes toward the use of handh

ces. whi vin W]ile also
N -

providing evidence about the degree to whi
behaviour. Meanwhile, the previous s %che rel
when driving with different grou;{%wever, esen réarch investigates the

N
effectiveness of mobile phone %mg (ﬁ’her seven comé?mication channels in the

Sulfo Rwanda Industries Liq':tex

|7 s
4 ¢ &
Peseckas ( NALcondt' resﬁty about Island connections: mobile

phones and social c

iji. Eﬂjé/purpose of the study was to examine

ge i
¢ I (,2
Inhabitants us ile phone ndrin@n t, and the social implications of enhanced
kth

connect%

configuration of calling netw@'the use of mobile phones for economic exchange,

- \ -
e Fijla Pntex@he researcher focused on three domains: the

a \Hbrole of mobile phones in romantic relationships. However, the data collected
sing ethnographic research in three rural Fijian villages during 2011-2012. By
tilizing on participant observation, interviews and surveys calling frequency,

interclass correlation. The result showed that nearly all households owned at least one
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phone. The majority received their phones as gifts. Inequalities in phone access are
partially overcome through borrowing. Owners had a mean of 62+/-52 ¢ i
Phone contacts were overwhelmingly indigenous Fijian kin, but contact@}lude
individuals of diverse sex, age, and marital status. Patterns of phone e heavily

shaped by economic considerations and vary according to promot%s. Phones are

used extensively to arrange exchange of money and goods wit an kin. Phone
ownership and use is positively associated with househo t'ut frequency of
phone interaction is not associated with higher 20 value olume o ge Whlle

the previous study focused on three areas: the confi

ion of callj n}at&é& the
the role obile phones in
JegihoticJF

Ievejéﬂ\ ffectiveness

age <<nd employees in

use of mobile phones for economic exchan
romantic relationships. But, the current st

among other seven communication neI

Sulfo Rwanda Industries lelted |nclu ile ;q\other communication

N

tools. 6 Q(?

So
' \

Nash (2013) e% he # ta@ the Office of Management and
Budget in Publi(@ nlca' uenc e Policy Process. His purpose of
study was to mine an nd publlc communications in order that

strategists ma ICIp e the eifecb(? the social change policies they wish to

influen%, ver, the d oIIee@ by gathering a summative content analysis of
a ata

sec from: publi@dmmunication tools, such as executive memos,

e e orders, and public declarations, all of which change the nature of the policy
d ss addressed by these communications, while it analysed in coding system. The
searcher found that these communications moved from simply structured documents

designed to provide direction to the government to complex rhetorical arguments
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using politically charged language designed to influence the policy process itself.
Understanding the nature of these communications gives civil society a

government, including the president, another tool to interpret them in ord@hpare
for the political process of implementing social change programs on tmral level.
Although, the previous research emphasised on public communm tools, the

letters among the other seven communication chann

present research examines the efficient of addressed documents inéltdes memos and
e een' managers and

employees of Sulfo Rwanda Industries Limited.

I

Khan (2011) conducted the study ab ege of nd\?‘awoural
sciences. The purpose of that quasi-e r| talu‘stu &aluate the
effectiveness of a systematic school %{erventlo mp@ reading fluency
scores. The intervention consisted |ng info \% 33* regular mailings of
information to home address onthﬂ/ ne attersQo parents. The data was
collected by using dynaml dIC rs of rIy cy skills was used to gather

l/sis \/amb'e (ANOVA) revealed that there

data. Whereas, data ar% ed ana
was a significa stical d‘ in @ding fluency scores between the
control and tre & &ugg@d that schools apply this school-home
ion '[I&Ha(J n the early grades and encourage parent

partmp% ose Jfindi }maktl\ important contribution to social change by
s

chools, parents, anmool leaders with a systematic method to enhance

communlcat I’V

r erformance by targeting students at an early age and their parents to promote
t

:! erm student success and enhance academic learning. The previous research
aluated the efficient of addressed in terms of learning communication. But, the

contemporary study determines the effectiveness of addressed documents contains
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memos and letters among the other seven communication channels between

supervisors and staffs of Sulfo Rwanda Industries Limited. Yv

Gato (2012) conducted the research on letters, lectures, memaos; minutes:
an archival study of George Pierce Baker’s Role in the history%f Theatre and
performance studies. The objective of the research was to exa inN(er’s career as a
rhetoric professor at Harvard as well as his tumultuous r Yﬂ?

v'ith the Harvard

Corporation, an entity which did not support his interests,in drama ing. It has
]

Y'
more fo Y Wn.i\vfeg\ty, a
at thesc f the\c/Wriculum,

arvard. The@;z;nalysed by

discussing the archival texts of these wubicaﬂon m nar@? lectures, letters,

memos and minutes. The result sh@sthat th \caam K n channels used by

N
George Pierce Baker offer rich%nto Qburg ning di,{E?pline of study at Yale in

the Dramatic Arts as well as_illu te[ e opm@ a discipline of study in the
S

early last century. )—% the p

addressed docum N:ontair
man and employees of Sulfo Rwanda

communication 4 Channels
-y < |
Industries L as profit c p%y(v-g le the previous study focused on personal
N
address% unication ins ae@fessor at Harvard university.
3
S
.N’EDIA RICHNESS THEORY
: ia Richness Theory propounded by (Daft and Lengel, 1984; 1986) is an

bedment of Contingency Theory. This is so because it creates suggestions

been used to look to the archives to understand Ba

0S ﬁ_jletters among the other seven

concerning the connection between information processing necessities, excellent, and
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practice of means or media (Rice, 1992). Media Richness Theory (MRT) has been

applied in several studies to identify how dissimilar sorts of communicationw

affect the routine of different forms of jobs (e.g., Daft and Lengel, 1986@%35

of media arrangement’s level is estimated on a range of the richest me*&ome end

on one hand, and the slimmest media on the other. The MRT literatus¢ maintains that

face-to-face communication is the richest communication instrument as well as text-
.

based arrangements such as memos and e-mail as the le 'mication means

(D’Ambra, et al, 1998). \d
®
Ay

| £

In order to determine the proper medi to be’ e I\@suggests

two categories of assignment features Whic% acb\ the Ie)&biguity and
the level of equivocality involved in t@'rects/po 4 Fir@% present of level

of present ambiguity in the task &sued to The t@\(’e of communication
N
8 o

channels (e.g., EI-Shinnawy a s, 1997). eustué’d@ arried out by Galbraith,

(1973); EI-Shinnawy and m (j ined guity or uncertainty as the

difference between th y of informatio n@ired to perform a task and the
W &

information alread ssessedl , IS tglm/el of equivocality involved in the

I-Sh'C;%Wy and Markus, (1997). According to

: R
Draft et.al, quivocalit eférs 6 biguity of disagreeing interpretations of a

task effects/powers media

N
situatio thwvariogis,_meaning (Weick 1979; Daft and Maclintosh 1981). In

equj&positions, clouds do btain comprehended answers or responses (March
930

a n, 1976). When a particular task has a high level of equivocality, comfortable

6 unication channels create better-quality response (D’ Ambra, et al, 1998).
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The MRT features indicate that text-based communication channels are lean
and hence suited for non-equivocal tasks (Daft and Lengel, 1984). Furthermo??!-
based communication channels are more preferred and chosen for cor@tion
containing statistical information (EI-Shinnawy and Markus, 1 WAlso, El-

Shinnawy & Markus (1997) found that workers and superiors prefer tafpick text-based

communication channels such as the following: E-mails Mand addressed

'rZ an(i existed in the

@

| s
2 \"a

documents when the statistically based information is

condition. The Table below shows the media richness th

>

High Richer media

/\

Media richness Telephone

Written, Addressed
Documents (note, memo,
letter)

Onaddressed documents
(Posters, bulletin,

vstandard report)

Low Leaner media

Face-to-face

~
Fi@ Hierarchy of Medi}(;z::chness: (Daft, Lengel, and Trevino 1987)

l: E Some studies from earlier years have valued customary communication media
measure how different media impact job or duty performance (e.g., Rice, 1992).

Many current studies have added contrasts between customary means communication
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media and any or some method of modern technologies (e.g., Dennis, Kinney, and
Hung, 1999). The modern studies observe influences among various recent V’TS
of communication media and information transmission procedures b \s of

technology, such as electronic-based mail systems and voicemail téﬂkpgy (e.g.,

Kahai and Cooper, 2003). ?

hgshar d meaning and
8). (}m.Qdess theory

presentati fpr @rtam
insuffici Iea%ﬁrdla The

i ess e repres@g~ ions can be
effectively communicated and conveN Heathe |nfor ion |@hly uncertain and

equivocal (Sun & Cheng, 2007) T ,<\
N
i
x " &
Wright mentions that media r S eory ne of the more noticeable

theories to describe th% ship bI wee cémc@ncatlon media and performance
’
variables, (Wright, Q{I 200? . tg(sg'uolars define that, media richness

theory suggests at m medtl:%dntrast in few extends which are, it can

Media richness is regarded as the ability to facili

understanding within a time interval (Rau, Gao, & Wu,

means that richer communication media in terms
issues are generally more effective and adequ

information which is represented with hi

Overcome V. om nlcat n Ifmlbcqlme situation, permanence, circulation and
distanc % fl) Itx? transfer social symbolic and nonverbal cues of
mmunlcatlon and c@wfl equivocal information. Fundamentally, on the
‘% y of the media to transmit nonverbal cues, offer direct feedback, transfer

nality behaviours and support the use of ordinary language while collaborating is

Qw the media richness theory estimates the richness of the media (Kock, 2004). In

addition, the richness of the media may be influenced by on feedback, multiple cues,
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language variety and personal focus (Daft, et al. 1987). Media richness theory
explicated the media choice, where the theory recommends that the grea
probability of a message being misunderstood, the greater the necessity f(@}ledia

and propose that choosing a medium which contests the task is likely the most

effective effect (Waldvogel, 2005). ?

The Media richness theory suggests a five step ra iCedir and their level

of richness. Communication media involved in this ran e face to facegphone calls,
@

Yw

Addressed documents, unaddressed documents s formal} do eﬁt@ and

numeric reports (D’Ambra, et al. 1994). The t mn% iopfs m%med to be
richer if it’s able to share feedback capability, guag\e variety a Yrgonal focus.

Communication channels fluctuate in I capability to t ur@“gtanding (Daft, et
al. 1987). According to its abilit implify\areg Q@Tg a medium can be

N
considered as high or low in % Aﬂch nnel qcﬁédites insight and quick

understanding. Face to face, tele nja essed docu@nts; unaddressed documents

-

are classified accordi% eqmlon@ ability for handling equivocal
’ &
information. In ord transf an (each understanding People depend on
language conte% dio
¢
channel as 'g@.lal d us inary” language which marks it relatively rich.
% — -
Hence % to ¥ f,e to ﬁé?communlcatlon is measured as the richest tool

Yw
of anication (Baninajari{n}'et al. 2011). Matching face to face to computer

%N! communication, face to face permits simultaneous communication of
ip

le cues such as head node, smiles, eye contact, tone of voice, face to face

(2]

&

b

S t(tnjédf voice. Telephone as a communication

ommunication also uses a high variability of ordinary languages and transfers

reactions and emotions (Daft, et al. 1987). Moreover, telephone channel is reflected as
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second rich less than face to face. Feedback competence is fast, but visual cues and

body language are cleaned out. Yv

Theory provides two primary kinds of task features that supp mine the
suitable means form to use (Wright, et al. 2008). First is the Ievgo? uncertainty

existent in the task is said to affect and influence the c oiWcommunication
channels. Second the level of equivocality included in th k ‘affects media choice.

The MRT is one common theory among the comp medi twunicaﬂon

R Xy
This containg the @er of
o% tha%%' channel

sage\per aIizaﬁéhYEquivocality

is defined as the degree to which ecision makin ndi@and information
correlated to the procedure are ex@to mu \es)& ;@3 and understandings
%! N
(Knapp and Dally 2002). The r%nost enot th(eQ@earchers to test for these
categories of matters. For khplfl udw, pilot Lee Cheang Ean with the
title of the ‘computer i ;
4 $ &
the use of new co nicationl \'el gy in company’, published in the year of
2011. The reseatch to e of communication systems used in the
¢ ! (..)
company an objective. 4 (_;
J é\

' 4
I\ s
2.11.1 Studies Relating to Me\dig Richness

models as its fundamental concept is logically appea

cue systems maintained by a channel, the i

proposals, possible for ordinary language

communicition s@'organizational communication;

—

Nevious studies of media richness have concentrated on the observed
helpfulness of a medium or the possibility that it will be used for a particular
signment or job. These studies have thrown out from functionalizing the key result

of rich media as suggested by the theory: permitting a correspondent to “overcome
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different frames of reference or clarify ambiguity” to rapidly comprehensive an

equivocal message job (Daft and Lengel, 1986: 560). Yv
Among of studies which related to MRT, is the research e title of

‘communication channel used by academic staff in interacting withftheir students’
published in the year of 2009. The purpose of this study was to examine the influence
of communication technology as a channel for the comm Yx.be ween academic
staff and their student. The outcomes of this study explain th w there are
communication technologies that are accessible thes , tradition mﬁr@aﬂon

channels still remains to be most preferred t ong{ mlc\iﬁf at this

institution of higher education. However, W ughuﬂace face ﬁ:unication is
the most believed communication to\ ame conditi m(@‘h communication

means such as email may perhaps veaim % i ﬁ\n other positions and

situations. Moreover, accordm%«s research emall(éé presented as the third
commonly believed and chei\mnr tool»a“&bng the faculty members to
communicate specific f messages ch sb’o send normal or multifaceted

’ 4
messages (Ghaan\lZ 3 E(J
&
N

As w: - o er re ted S y‘vaﬁ-r?ogmzed the research was titled as “the role

\
of emm% oving tds ?fo ce among executives in Malaysia’ printed out in
the of 2011. This stud@ds carried out by Narges Baninajarian, Zulhamri

‘% and Jusang Bolong. The general purpose of this study was to investigate the
0

6 of email in improving task performance in organizations among the executives.
his study has truly challenged the media richness theory. The outcome of the

research displays that the respondents perceived email to be moderately great rich
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channel. As a result, the outcome has pointed out that email richness and email ease of
use have a positive significant relationship with task performance. It
determined that respondent of this study, perceived emails as a rich too@ is a

appropriate means of communication for them to use to make decisio inajarian

etal. 2011). Y'

Communication channels are defined in MRT as s himgs change gradually

of richness (Lu et. al., 2014). For illustration, face-to-fa mm nineasured
"AX

irect feedba E'es@ with

ity{ ica@ﬁiversity

of cues simultaneously such as facial expression m?tio ~On th@ hand, text-

hor@'much lower rich
than face-to-face communication @y an(ﬁ;\& ,Q\there is much lower

to be a rich channel, as it allows communication wi

face-to-face communication a person has the
message based communication such aw via a mobi

ability to transfer multiple info ct feedback.

Y. Dl N
Covering the t% decision making i-né:commerce, media richness is a

typical that permits wlflc rT

customers and support the

eir det-s}%(on-making procedure. Maity and Dass

!

¢

(2014) indic &@t degision- ak?ﬁg é‘r?idential a bodily store includes face-to-face
% "

commu% It I;a;gb)int fes&%ck and communication abilities due to the

acc ity of in-store sales@e. As a result, an individual emphasis and a wide
‘%\y of language support are available. Hence, it is determined that the in-store
eting communication tool is very high in media richness. The scholars stated that

e online situation has lower abilities of direct feedback and individual emphasis in

comparison with physical stores. As a result, they measured the online environment to
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be much fewer in media richness. Within an online environment, feedback between
the organization and its clients and customers is probable if the situation hv,
varied and direct communication capabilities. A high degree of feedback @e co-
presence: in a research by Kim, Suh and Lee (2013) about thé';ﬂyences of
collaborative online shopping through social viewpoints it is determmat feedback
is a feature of media richness and that a higher level of fe dman increase the
online shopping involvement. Additionally, the scholars f Ma' embodiment or
providing an avatar as a user’s modify character in an oniline enviro which can

.y
lead to increased perceived co-presence. In turn, co- nce enhan f}eﬁi{‘n}k and

the shopping involvement. Y P g \,Y'
In a research by Hausman a\%e (2009), on@‘g were randomly

focused to one of the two websites W both si %a gp@:}ing site. The websites
N
were manipulated on interface vvﬂ C”I

s, where a umbelQi andscapes may perhaps

be categorized as computer{ihs IiT organiza i@&symbol or logo and a un-do
button as well as hun% nalities like ee'db@' features and language options.
4

T
The outcomes prjz;{[hat bf) uter ﬁ)human features were significant on
perceptions of % or 's an(t'J ormativeness. In-formativeness can be
¢
stated to (DEC e,11996; p. 22 C%nétmg the Media Richness Theory to the idea of

feedbac%

co ation ground displa@ét media richness and feedback both have influence

- \ - - - -
looks__tos'be a %ed influence. Study within the marketing
0 sed knowledge/in-formativeness (Li, Daugherty and Biocca, 2002; Suh and
6 2005), and that better knowledge of the manufactured goods leads to higher
urchase intentions (Berger, Ratchford and Haines, 1994). In a research of Lu, Kim,

Dou and Kumar (2014) about encouraging bodily movement among college students
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in an online situation, the scholars claim that website inventors should reflect using

technology with high media richness to improve knowledge, attitude, and to i

behavioral purpose and intention. (;

The research that conducted by Lee and Kozar (2012) emiphases on the

influence of website usability concepts on online custo erstchase purpose
directed a ground research with 1000 online customers. Crget' website of the
research was Amazon.com. The scholars designed an online purchas rio, which

had to finish an online survey. In the survey

usability concepts that were defined in an €arlie

paradigms or constructs were, for ins%ansisten
Interactivity was defined as: “the a%o create\fd%te 5@0\1 and communication
N
)ﬂ cc

Q

dabi@%md interactivity.

with users” (Lee and Kozar, 460)." A g tOuhis meaning, it seems to

\, &
have a high connection V\Q: fe ba]<. chol @etermined that interactivity
significantly affects p jective. On m&im@wtributor to the significant effect
4 ¢ &
of interactivity on purchase irlt \1\ as tgj enables enhanced communication
between organizationsyand 1 ers,(f-%/instance by setting in Twitter into the
¢

website. Thi erhaps als e{ot@? a form of feedback between the consumer

and the n tion;b,): @
X
N\ &
N

In the order of richness, the Facebook business page has been

Gilished to be higher than email and one or two levels lower face-to-face
ommunication (Aasheim & Stensgnes, 2011; Kaplan & Haenlein, 2010). Acceptance

and usage of the Facebook business page by commercial organizations as a customer
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communication means has been described using MRT (Aasheim & Stensgnes, 2011).
Facebook, in relationships of richness, creates an ideal tool for distribu?!‘f
information, collaboration, education and ethical maintenance duri aster
management (Ahmed, 2012). Finally, the rich interface of Faceboow'k)een very
usefulness in distributing weather change awareness among employ&ﬁc a business
(Shahkat, 2011). In brief, most previous studies related to MRT foeused to feedback,

&IS taffs. Whereas,

commercial as well as relationships between students an

the present research investigates and emphasizes on co nicati nWs between

g
managers and employees in selected industries in R , Particular ok@e the
perceived medium that is richer than selected ¢ 4 £ b

Y
N =) o

e )

Several scholars have pointed out tE%actica cw 0 pénedia-richness theory

N
for modern media, such as so%ia arfd co r-(z’n@ted communication has

not delivered the theory with e gh' ng. T@Nriters recommend that the

media-richness theor Ec be redefined %e able to support modern
4 s
communication cha&l,w iIe| E& Iievﬁ}a fresh and new theory should be

established comple (
1 O

. ’ Cal . . .
researchers w‘ﬂg“g Hege ngfld((j 1) come out with the main points to be

Ny
remarke th;sin T}xthe a@ysis.

Ae media richness the\ escribes channels as high or low in richness on the

E\)asis of its ability to expedite common meaning.
0 Communication usefulness is affected by the selected channel’s abilities. The

more a channel combines these: feedback, multiple cues, personal focus and

2.11.2 Criticism of Media Richness

uIIer\‘!éQU Valacich, 2008). However, other

language variety, the richer it is considered to be.
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e Face to face communication is measured the richest medium. The model has
been criticized for being out of date, of among other communication tagls™it

may be seen that the original concept does not support modern@ls of

communication for instance as well as there is no the ri eans of

communication in every certain condition. ?

Dennis, Fuller and Valacich (2008) explain what COns,'der to be the

deficiencies of these earlier studies on media richnesS®ln spite o a richness
]

ate has n ra‘gb{v}‘g;ied

th{ ors Q@ée richer
. X

ess vvll etter archers who
have questioned respondents what thw;}h proce r h@llocated workers

to jobs and means of communicati@n.in order to Yre

have not addressed that suggesl% 0 « Q-
N ¥ Ky

2.12 CONCEPTUAL WORK OFTHESTUDY

4 ¢ &
The study’s concepl%amev&io \d\e ived gﬁm the media richness theory that was
developed by K&ﬂ a

i
assumptions. (@rst assump nds t@hrganizations process information to reduce

theory's complications, it is also outward that the stu
the fundamental right of the theory. The majo

media for equivocal messages, then their effectiv

Len@%\ 1986. The theory is based on two

. " e N : :
uncertai equivoca (Da‘féﬁnd Lengel 1986). Galbraith (1977) defined

uncertainty as “the difference lz%%een the amounts of information already possessed

rganization”. Trevino, Daft and Lengel (1990) described equivocality as
d iguity of the activity caused by lack of proper interpretations about a group
tuations or environment. This implies that when equivocality is high, somebody does

not understand proper question to ask whereas uncertainty is when somebody
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understands the question but does not have necessary information. In practice, when

information increases uncertainty and equivocality decrease. Y~

Second assumption is that certain communication channels‘ﬂ& better in
some organizations than others. For example, cellular phone Qs medium of

communication may work better in one organization while_it cafwbe unpopular in

tCe richness of each
s, | ghhgg'driety, and

i) ‘ T
personal focus. It was on this basis that Daft and Le 1986) create a'sc.@vhich

another organization. Rice and Shook (1990) explaine

media is based on four criteria; feedback, multiple

rates the richness of media from high to lowsd followi der%‘gg-to-face,

telephone, written, addressed documents aw dress‘sd umen@gy therefore
noted that face-to-face is the richest\ EIUB of com i ati@hile unaddressed

documents a lowest medium. The%rcher n t g@eory does not reflect
l‘sv S
ICT-mediated communication.‘% é A QE_')
N io
ol IV
criteri

Based on the a of mhwu@ation channels in the theory, the
Rl

conceptual frame:@thls it bas$ seven variables; Facebook, e-mails
SMS, mobile p% Is, fi i 'alls,éyessed documents and face-to-face. The
¢
study relatei% with thre c&nr@y ation competencies; Role Understanding
\
C

Compel%

ce Competency. Th@i’llustrated in Figure 2.4

D

rganizatio ? Culﬁ&a Awareness Competency and Employees’
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Role understanding
competency

a. Office
assignment

b. Company
time/schedule

c. Company
official
announcement

Level of Effectiveness
of Communication
channels:
.Faces-to-face
Addressed document
the company .Mobile telephone calls

g CR(;JrIneF?anyOf the .Fixed lines calls
c. Code of conduct SMS

Organization’s culture
awareness competency
a. Core values of

\ 4

E-mails
.Facebook
Employees’
performance
competency
a. Company
activities

Figure 2.4 Conceptual framework of thesStudy<based on Simple Linear Regression
Analysis :

The frgmework iII‘ustratgs Communica;[ion channels which are described by the
theory as depeéndent information‘ processihg. It also illustrates three competencies as in
equivocality. 'fhe Ro.le' understahding competency explains the ability of the
employeés to receive and undérstand messages from their managers. The more they
undérstand the messages, the more they become effective in their activities. In the role
UnRderstanding competency includes three independent variables namely; office

assignment, company time/schedules and company official announcements.
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The Organization’s culture awareness competency explains the ability of the
employees to know three independent variables which are the core values, ru?md
code of conduct of the organization. The employees’ performance %Xency
assesses the employees’ performances in the organization whi ans one
independent variable specifically company activities (Dawson, ZOOW & Lengel,
1986: Allaire & Firsirotu, 1984: Greenbaum, 1972). Th&fo}ﬂwis study shall

examine communication channels of employees when nicziting with their

managers using face-to-face, addressed documents, telephone calls and fixed
]
lines), SMS, e-mails and Facebook type of media@f the three c ml)e‘térg S.
? 4
&y

2.13 HYPOTHESES OF THE STUDY :
The quantitative study (simple linear wi analys the@(ionship between

competencies and level of effecti% of co '@annels, the following

N
seven variables namely: Oﬁi%merﬁ, Company (tiéi?/ schedules, Company

official announcements, Coreh&s 01t pany,.@rules of the company, Code

of conduct and Compa%g-:ies ass ‘%

ted to addressthe MRA hypotheses below:
’ s <Y
Hia. There wgnlfii \relq nship(bgtween Office assignment and Level
of effectiveness,of c

n tionéiﬁwnel in the Sulfo Rwanda Industries.
) e
Hip. 1%5 a signific
Ny
%keffeo;i Dr'%ro co@mnication channel.

. Nc. There is a sin;i‘ﬁ?;ant relationship between Company official
\

\nnouncements and Level of effectiveness of communication channel in the

QE Sulfo Rwanda Industries.

\{3-

i
wela 'éﬁ?hip between Company time / schedules and
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H.a. There is a significant relationship between Core values of the company
and Level of effectiveness of communication channel in the Sulfo w
Industries. C}
Hap. There is a significant relationship between the rules of t pany and
Level of effectiveness of communication channel in theySulfo Rwanda
Industries. V

Hyc. There is a significant relationship between C Y;dvct and Level of

effectiveness of communication channel in the Rwa dwes.

X
Hs. There is a significant relationship betwe mpany acti tiis &l‘d}tevel
of effectiveness of communication cha in the Sulfo a I@fries.
c\l: { ) {\T
2.12 SUMMARY OF CHAPTER T‘K é

The chapter summarises the cont@tgjl of th \ﬂ;%/e @m ess communication
. ¥ S
channels based on role un ng, ‘\)rga |on<§3ulture awareness, and
employees’ performance ¢ m%cies i es t@ommunication channels and
cé ltudi ak

<>

displays the previous % works/ u@ as media richness theory have
4 4

been presented. T talks conceptual framework and the

(0\ / o ’l (')(J

L
RIS

N
N

hypotheses.



