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Abstract

Developing internal communication in fast-changimganizations is a current topic, which
seems to exercise the minds of corporate peoptéfierent positions. Well-functioning

internal communication and business success seebe tstrongly linked. It motivates
people, and only people who are motivated and srdhtic about their work are able to
perform well in their jobs and to secure the susadgheir employers.

The purpose of this study was to increase the staledting of internal communications
and how employees perceive it in fast-changingmegdions. An understanding of internal
communication and its development was searchedobgemntrating in selected essential
internal communication areas in organizations,rivdbecorporate communication function
and internal communication channels. The focus evafast-changing organizations due to
the fact that the development of internal commurecadoes not usually go hand in hand
with other organization development and businesw/tir but tends to drag behind.

The theoretical framework was formed of internameoaunication in general, internal
communication development, internal communication fast-changing organizations,
internal communication in different organizatiomaatas, internal corporate communication
as a function and internal communication chanriégle. most valid internal communication
areas were selected to be management communictg#m,and supervisor communication
and interdepartmental communication. The theoretreaework presented the dilemmas
and characteristics that can occur among the skumernal communication development.

In order to achieve the determined objectives, angjtative study was conducted. The
survey named “Internal communications at the compdnwith three different forms of
questions was carried out in the case company. tbp& was scrutinized from the
perspective of a case company and aimed to findeoyiloyees’ perceptions. The web-
based survey focused on the selected issues camgamnternal communication and its
development. Questionnaires were sent out to thploymes of the case company’s
European organization and 94 responses were recelve collected data was analyzed
against the theoretical framework, and with theleflanalysis conclusions and managerial
implications regarding this study were drawn.

It was discovered that to improve internal commatans in fast-changing organizations,
careful attention needs to be paid especially éoatmount of management, supervisor and
interdepartmental communication. Communication eiglg about company situation and
financial and sales situation should be increaBeaployees value open, systematic, clear
and well-organized communication. They appreciatedback from supervisors and
management, as well as regular team meetingsdepgartmental meetings and meetings
with management. Development of interdepartmerdaimunication processes is vital in
order to improve knowledge sharing across the compand consequently business
performance. It is essential that all members ofrkwoommunity understand their
responsibility to communicate. Internal corporatenmunications function should teach
that and provide good communication tools for atipfoyees, especially intranet, e-mail



and possibilities to face to face meetings andatdesfeedback sessions. Efforts to equalize
communication between locations, departments ardgsaneed to be taken.

Key words:Internal communication, employee perceptions rivdecommunication areas,
internal corporate communication function, interrr@mmunication channels, management
communication, interdepartmental communication, nteacommunication, supervisor
communication, fast-changing organizations.



“Employees must buy your message before your cust®oio. They must understand why
your product or service is important, know whatan do for customers, believe in its
integrity, and be inspired to make it even betignployees have to understand where the
company is headed and why. And they must be tremgegtown-ups who can handle the
truth, even when it's unpleasant. They have to édichted to working together to build
your business. And finally, they should feel prdodell people what they do and where
they work. When they feel like that, everyone wtlow it — especially your customers.”
(Drake et al., 2005, p. 13)
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1 Introduction

The first chapter aims to introduce the problemHKggound, present the research question,
clarify the purpose and go through limitations. Tiheoduction aims to introduce briefly
the underlying issues for writing the thesis aslwad the phenomena of internal
communication development in fast-changing orgdiuma in general. The research
guestion and purpose clarify why this thesis is\gevritten in the first place, what are the
core issues under investigation.

1.1 Problem background

“Effective internal communication is crucial foressful organizations as it affects the
ability of strategic managers to engage employe®s achieve objectives.” (Welch &

Jackson, 2007, p. 177) Internal communication Bcglly used for example to interpret
and communicate corporate strategy and goals ofpaagnoperations together with the
management of the company. When developing andgitrening internal communication,

flow of information enhances. As a result of gooternal communication, everyone in the
organization have a common goal, which as its bastures the company’s competitive
advantage.

Internal communication is often connected to emgtoprand and reputation. “Every
organization has the ability to unlock the full gatial of its business and its brand through
its people. Yet most organizations fail to do g@fiomson & Hecker, 2000, p. 53) Croft &
Dalton (2003, p. 60-61) claim that it is possibte @nhance reputation through internal
communication. Just as a company tries its be&tutlnl long-term relationships with its
customers, it needs to build long-term relationshwith its employees. Relationships must
be built on a better and more complete form oéfigtg. This in turn involves development
of internal communications processes that are tag-and not simply broadcast.

According to above statements of Welch & Jacks@®72, Thomson & Hecker (2000) and
Dalton (2003), it is important for organizationsdevelop internal communication and to
ensure that it functions well and effectively. Thifects company reputation viewed from
the perspective of different interest groups, esfigcthe employees. The role of
management is crucial in communication as it isartgmt to engage employees in business
objectives. However, it is not only the manageméwtt should communicate but the
internal communication processes need to be twa-way

Quirke (1996, p. 68) states that developing inteomenmunication is a current topic in
many organizations. He states that the most orgdois recognize the need for good
communication with their employees. What still rénsais a lack of understanding what
communication is, and the role it has to play witlerganizations. “Organizations need
more communication than before. Employee reseandsistently shows that majority of
employees do not know where their companies araggand what they are trying to



achieve.” (Quirke, 1996, p. 68) Due to the lackuafierstanding what communication is
and what role it has to play in organizations, titipic should be researched more. As
organizations are in need of more communicatiorenkoowledge should be obtained on
the issue.

Internal communication increases trust in orgamrnat which is often associated with
business success. Thomas et al. (2009, p. 28, &fifess that communication plays an
important role in the development of trust withim arganization. They found that in the
relationships with co-workers and supervisorss fuality, not quantity, of information that
best predicts trust. Interestingly, in contrastihia relationship with top management it is
the quantity that is significant, rather than qtyabf information. In addition, they found
that trust was very closely tied to perception@fanizational openness, which, in turn,
predicted employee involvement. In the light of gbefindings of Thomas et al.,
organizations should pay a lot of attention ining communication as it really affects the
organization in a positive way. As stated abov@eemlly supervisor and management
communication play an important role. When develgpiinternal communication,
supervisor communication should be concerned eslpedn the light of quality, and
management communication in light of quantity.

More information of internal communication develaggmh is needed as it is often a
problematic issue in organizations. Robson & Tdu(005, p. 214) identified barriers to
effective internal communication practices. There aroblems related to how much
information people need to do their jobs, problemth the sources from which they
receive it, the channels through which it is traited and how much information is in turn
sent by most organisational members. Since Robsoio&rish state that there are
problems related to the amount, the sources, thangis and the receiving information
back, these issues should be taken into accouimtemal communication research. It is
hard to find good research conducted on employegsiceptions on internal

communication channels. There would be room esjheéa research on modern internal
communication channels from the internal commurocatilevelopment perspective.

Robson & Tourish (2005, p. 214) found that managees often reluctant to investigate
their communication practices. This is problematicif organisations lack data on how
well they are performing it becomes correspondiriglyder to develop appropriate action
plans. Among the problems identified as those gravent organisations implementing
best communication practice are the following: Adespread conviction that the
managerial agenda is already full. Some managens become reluctant to burden it
further with issues that are widely regarded agntangible to be measured.

The above mentioned problems identified by Robsoiatrish can partly explain why
there is a lack of internal communication perforggm organizations. Time limits can be
one of the biggest issues. However, attention shbeldirected to the development as this
is an important issue, as stated before. Time shdbel allocated for the research in
organizations.

Quirke (1996, p. 67-79) found out that in realitypst managers are poor at evaluating their
effectiveness as communicators. Based on Quirkedsnigs, it is useful for organizations



to evaluate if managers are succeeding in commtimcaviore organizational research on
this is needed to give managers feedback on thaifopance. The role of internal
corporate communications function is vital in tlais the function can help managers to
investigate this issue and to give managers taolsnprove communication. Robson and
Tourish (2005, p. 214) claim that it may be thanagers’ low level of awareness of their
communication climate, combined with a reluctarcevestigate it, become key obstacles
to the development of positive communications pedicSince Quirke (1996) and Robson
and Tourish (2005) argue that managers cannot édhdlinternal communication on their
own, coordination of internal communications is cexk in organizations. The role of the
internal corporate communication function becomasial and needs to be taken into
account in academic internal communication research

It is important for organizations to listen to th&@mployees and take their ideas and
perceptions into account especially when develodiffgrent issues and operations. Pollitt
& Brown (2008, p. 29) point out that the best irnoen for employee motivation is not a
perk. They state that it is simply listening to éoyees, valuing their contributions and at
the same time, valuing them as individuals withquei strengths and needs. Showing how
much companies valued their employees has increébae&drofits significantly.

Pollitt & Brow (2008, p. 29) give an example thatthe UK the most successful companies
demonstrate how they value their employees bynlisteto them and incorporating their
suggestions into company policy. This offers emp&s/true engagement at all levels and
gives them an impression of “their” company, ndat ja place to work. “In fact employees
who work in environments where everyone’s suggastiand contributions are sought,
employees feel up to ten times more valued thampanies where all ideas are generated
from the top.” Pollitt & Brown (2008, p. 29)

Smythe (2007, p. 30) defines employee engagemerdwlg as an integral part of decision
making. He argues that involvement in decision mgkis no longer an occasional
concession but a necessity for supervisors and geasato release the wisdom and
experience of their people. Goudge (2006, p. 23imagtates that measurement of
employee opinions is crucial to the improvement lfsiness performance. Some
organizations link employee opinion data directty husiness data such as levels of
profitability growth and talent retention.

Goudge (2006, p. 15) states that if correctly madagmployee research can help to
demonstrate that senior managers regard emplogeegvang an important contribution to

make to the planning process, and are concernedt abokling the issues they raise.

Researches can provide a further mechanism forgemg ideas and suggestions. Goudge
(2006, p. 16) points out that when great emphaspdaced on innovation and continuous
improvement, it is surprising how often companie®rtbook the opportunity employee

research offers to tap into the knowledge and espee that exists at all levels in an

organization.

Researching employee perceptions is useful in comgations. “As well as contributing to
the management of change, research should be ahtiegthe strategic development and
tactical execution of communications, whether thase directed internally or externally.



Employee research can additionally provide earlyaivey signals of problems that would
otherwise result in disputes and the loss of proditx.” (Goudge, 2006, p. 23)

It is worth researching employee perceptions ateakls in an organization as Pollitt &
Brow (2008), Goudge (2006) and Smythe (2008) hggttlits importance. It is trusted that
employee involvement in decision making is a nateé$sr organizations and crucial for
business performance. Employee perceptions pro@déot of insight for internal
communication development. However, it is surpggindifficult to find research on
internal communication development from researdnech the employee perspective. As
Goudge (2006, p. 23) stated above, research sheulitegral to the strategic development
and tactical execution of communications when maemgaghange. Thus, more research on
internal communication development from the empdoyerspective is needed.

Smythe (2007, p. 10) explains that there are mamyswior organisations to change.
Change processes are often conducted as a mattabibfin the programmatic way, with a
few taking all or most decisions, denying the orgation the wisdom of its people. It is
challenging to integrate change programmes withptireciples and practices of employee
engagement so that the value of the right peoplebeavested in the change and so that the
employees own the end result rather than are affaidor sabotage it. In the light of these
findings of Smythe, fast-changing organizationsefacoblems in internal communication
and find it problematic to involve employees in ti@nge so that they own the end results.
Problems arise when employees do not own the esultse In this situation, it can be
considered that the communication has failed. Tikisvhy attention should be paid
especially to fast-changing organizations as iermmal communication execution and
development seems to be especially difficult ts thipe of organizations.

Successful execution of internal communications atsd development fast-changing

organizations can be tricky. There are various lehgks and obstacles related to that.
There are many reasons for fast changes. One of ih@ough competition in markets.

“Competition has changed the rules for communicatend shifted the context in which

communication happens. It has provided the predsui@ce organizations to look at how

they have communicated and to try to improve iQuifke, 1996, p. 79) Since Quirke

states that competition has forced organizationlod& at how they have communicated
and to try to improve it, the topic of internal comnication development is topical. More

fresh research is needed especially due to thegotmrbusiness environment. Older

research might not apply to current organizationssituations in business environments
change in a fast speed.

Let us go deeper into how internal communicatiomiésved in academic research. Some
researchers argue that internal communication cEo &e viewed as integrated

communication. Kalla (2005, p. 312) suggests loglahinternal communications through

an integrated lens, enabling us to see it as athdband informal communication taking

place internally at all levels of an organisatidhe findings of Welch & Jackson (2007, p.

194) are similar as they emphasise the intrerat@sxl of communication within and

outside organisations. They suggest thinking imgeof integrated communication, which

is the same suggestion as Kalla’s.



Baker (2002, p. 7-9) again argues that organizalioommunication can be characterized
as vertical, horizontal, or diagonal. This divisinorganizational communication is logical
but Baker states that although both vertical andzbotal communication continue to be
important, these terms no longer adequately captanemunication needs and flows in
most modern organizations. Thus, Baker adds thgodal communication aspect to the
more traditional aspect of horizontal and vertm@anmunication.

To sum up the presented approaches to internal comcation, all Kalla (2005), Welch &
Jackson (2007) and Baker (2002) view internal compaiion more or less in an
integrated way, like a comprehensive and holistitity consisting of communications
deriving from various places in the organizatiorhey do not highlight different
organizations areas of internal communication.

In current academic research, different internahmmwnication areas can be identified.
Management communication is the area that can éetifckd very clearly. It has been
researched quite extensively (e.g. Quirke 1996, Vaaren et al. 2006, Barrett, 2006).
Smith & Mounter (2005, p. 87) address that the emtional model of communication
favoured by many organizations is top-down. A Idt @sponsibility of internal
communication is given to senior management. lalecommunication needs to be
championed at the very top.

Management communication is evidently one of thg lkeeas of communication in
organizations. The most of the current academiearet on the topic of internal
communication concern management communication. nWhesearching internal
communication in organization, it would be foolisko exclude management
communication.

Another essential communication area in organimatican be identified as team and
supervisor communication. It has been research&e gwtensively (e.g. Thomas et al.
2009, Alleyne et al. 2005, Thomson & Hecker 200&rrBtt 2006 and Smythe 1996) but
less than management communication. However, itnse® be becoming a more
interesting topic based in academic research. S&iMounter (2005, p. 87) argue that
internal communication is the responsibility of gxane from CEO to line manager and
supervisor. According to Van Vuuren et al. (2006, JR24-125) contribution of
communication to commitment underlies the imporéan€ supervisor communication to
organizational functioning. The effects of commuaniien to fit and efficacy perceptions
reiterate the role of interactions between manageds employees, because of sense of
direction, motivation and competence are importémt them. Thus, this area of
communication is important in organizations. If camication does not function in teams
and between supervisors and subordinates, it tefleegative to the whole organization.
Management communication hardly can replace thesings of well-functioning
communication in teams.

A third acknowledged area of internal communicaiorganizations is interdepartmental
communication. Less research has been conductedhign area. Interdepartmental
communication seems to raise a lot of opinions ligabizations and it is commonly
experienced as an essential but complex areaevhaitcommunications. Hage et al. (1971,



p. 867) have found that the frequency of interdiepantal communications is greatest with
others at the same status level. It is the flole@hmunications with people on the same
status level in different departments that is nlisty associated with complexity. Hage et
al. (1971, p. 867) claim that the volume of comncation between departments is higher
in more complex organizations.

However, it seems that the three mentioned areageyhal communication have not been
researched together. Research usually concentiatesnly one area or integrated

communication. When it concentrates in one areg, typical that for instance management
communication in under investigation. Often soméeot area is selected as the
concentration area, for instance interdepartmeamunication.

This thesis wants to take another kind of appro@clinternal communication and its
development. The study concentrates on the mosentsks areas of internal
communication. As presented above, the most essargas of internal communication
from the organizational perspective are ifignagement communication, (2) supervisor
and team communication, and (3)interdepartmental communication. In addition,
internal communication executed logr porate communications function andinternal
communication channels are under observation as they are essential whia@ies to
internal communication execution and developmematrganizations.

Power & Rienstra (1999, p. 501) state that aftecd®uries we ought to have learned the
recipe for managing change in organizations. “Osgemtial ingredient in a successful
mixture is efficient and coherent internal commatien. But such mixture is not “as
before”; it must be adapted to the needs of newnkss structures. Communication
specialists need, more than ever before, to conthieery and practice to come up with a
recipe that will cure “confusion, inefficiency armdkémoralisation”. (Power & Rienstra,
1999, p. 501) This captures well why this studyargeted to fast-changing organizations.
Fast changes and new business structures confiuemah communication, putting
pressures in constant renewal of it.

The study will contribute to the current acadenmesearch by providing a new kind of
approach to internal communication and its develaumn fast-changing organizations.
This study takes a more concrete than holistic @ggir to internal communication and its
development, defining the areas of interest clediyployee involvement is considered
very essential, and fast-changing organization® heeen identified as the most important
target of research.

1.2 Problem Statement

Based on the previous discussion, this thesis atmanswering the following research
guestion:

According to employees, what is the state of ineBrnommunications in a fast-changing
organization and how could it be developed?



1.3 Research Purpose

The purpose of the thesis is the following:

To increase the understanding of internal communtaans and how employees perceive
it in fast-changing organizations.

To fulfill the purpose, employee perceptions ar@armexed within the case of a fast-
changing organization in the following four areas:

 Management communication, team and supervisor conuation and
interdepartmental communication

* Internal corporate communication function

* Internal communication channels

* How employees want to improve the above issues

Employee perceptions are investigated to find amw they view the current situation of
internal communications and how they think it sldolde developed. The internal
communication areas listed above are selectedegsaite the most essential and concrete
areas of internal communication in fast changingaaizations. Internal corporate
communication function is included in the study iashas a key role in executing,
coordinating and developing internal communicatioiméernal communication channels
are included as they enable the effective execwtf@ommunications and thus play a vital
role in organizations.

1.4 Limitations

“All research designs have their limitations. Gowedsearch recognizes its own

methodological limitations and provides an expliadcount of them. The discussion of
limitations demonstrates the researcher’'s awareokskse boundaries to what can, and
what cannot, be concluded on the basis of therdgwliand it also serves as a warning to
readers not to draw unwarranted conclusions froenfidings.” (Denscombe, 2009, p.

108)

In research, there can be ‘delimitations’ which cam the scope of the research.
(Denscombe, 2009, p. 108) The empirical studynstéd to a European organization of
one company. Some might considered this as a dation stating that better and more
holistic findings could be obtained if the whol®lghl organization of the company or more
than one company were researched. However, usiagase company and one continent
brings advantages as more precise and detailedriafmn about one company in this
geographical area can be obtained. The obtainedmation is most likely to be deeper and
more informative than if many companies or the whgkographical area of the case
company were researched. This is also becauseuttop@&an area is in particular focus in



the case company in terms of internal communicatiemelopment. The case company
benefits from the research results as they arealei@tand concern only their European
organization. Adding other continents to the reseawvould probably make the research
more complex and harder to comprehend. Also imphat®n of findings and
development measures would probably become mdieutif However, the same research
can later be executed in other geographical arethe @ase company.

Some might consider it a limitation to investigatertain organizational areas of
communication as a limitation as it can be arguidbdse areas really exist, if they really
are the most essential ones, if more areas shauldidzussed, and if they can even be
called as ‘areas’. However, based on the authomkwexperience in fast-changing
organizations, it is trusted that the selectedsaega the most essential ones looking at the
issue from an organizational perspective. Alsorirdecommunication research in general
shows that those areas exist and are essentiat Mens were not chosen as they did not
seem as essential for this study regarding fastgihg organizations. The choice of word
‘area’ is used to name and categorize the diffetgmts of internal communication in an
organization.

Researching the selected internal communicatioasatiaternal communications function
and internal communication channels, a better wtdleding of internal communication
and its development in fast-changing organizatisrsearched for. The research design is
tailored to fit the purpose.



2 Theoretical Method

The aim of the theoretical method chapter is tovte readers with an understanding of
the study and describe the author’s view and kndgdeon the topic. Author’s background,
choice of topic and preconceptions in the area jarevided before studying the topic in
more detail. After that, research philosophy, ckomf method, research approach and
perspective for the thesis are presented. In thee adrthe chapter, secondary data and its
evaluation are presented and discussed. Informgti@sented in this chapter acts as the
foundation for building the theoretical framewonkdaresearch design in later chapters.

2.1 Author’s Background, Choice of Topic and Preameptions

The topic of internal communication was origindbgsed on the thesis author’s interest in
internal communication and its development. Théhautvorks in human resources and
communication tasks in a Scandinavian company tipgran fast-changing international
environment. The organization is growing rapidigcihg constantly many changes in its
business environment, and thus demand for morermgdically planned and functioning
internal communication. This demand seems to bedymowadays also in various other
organizations as business environments are evagyéise than stable and static.

The author is in the opinion that this topic is orjant not only for internal communication
specialists and individuals working in supervisormanagement tasks in fast-changing
organizations, but also for students who are sthglgibusiness or a communication field.

A study must also address issues which are phitosabin nature. This requirement does
not apply only to theoretical or philosophical sas] but equally to researchers conducting
empirical studies. A research, also when very pralcand aiming at work applications and
when it is not very deep in theoretical startingnpg is based on numerous hidden
assumptions. These assumptions concern for exapgalple, the world and information
search. Usually researchers are not aware of thielsien assumptions that can be also
called as preconceptions. (Hirsjarvi et al, 20002@). The thesis author is aware that her
preconceptions involve this study. She works fer¢hse study company and even prior to
this study she has some kind of an understandinigeo$tate of internal communications in
the company. Thus, she is aware that there is aflebom for improvement and the
employees seem to be unhappy especially aboutdepartmental and management
communication. The author also acknowledges thattesof her preconceptions about the
state of internal communications in the company lmaralse. On the other hand, they can
also be correct. As the author is familiar with #t@mpany terminology and company
procedures, it most likely helps her to interpratl ainderstand the research results and
findings. Working for the company also helped théhar in identifying the most essential
communication areas in the organization. It alsermssd quite obvious that the internal
corporate communications function as well as therimal communication channels should
be included in the study.



As the academic study is made for a company,wtagh pointing out if the company had
some influence in the development of the studythscompany gave the author all the
freedom to design the study and did not interfarthe process at any stage, it can be said
that the company’s influence in the study was \Vtig. The influence of the company can
be seen in the selection of the topic as the cosngansidered this topic important and
encouraged the author to study this subject.

It is worth pointing out that the author is in tyginion that internal communication is very
important in every organization. This opinion prblyainfluences the study in a way that
the importance of internal communications developme continuously acknowledged.
Internal communication is treated as a very pasitssue in an organization. A possibly
existing statement that internal communication dugsplay a crucial role in fast-changing
organizations is not even taken into consideratiothis thesis as the author has such a
strong belief in internal communication. The autleontinuously seeks for new ways to
enhance internal communication and this probabbyvsiclearly in this study.

In addition to the work experiences of the autradso her life experiences shape her
thinking and approach in the thesis writing procéRss is worth acknowledging. The
author has lived almost all my life in Finland &latively small towns and in safe and calm
environment, but studied also in USA, Poland anded&m. Living in these kind
international environments surely effects her wdytlonking and has some kind of
influence in the study.

The author has completed a bachelor's degree @mnational business a couple of years
before commencing her master level studies and shascan be considered to be capable
of pursuing an academic research in terms of kndgdeand technical skills.

2.2 Research Philosophy

Every individual or organization has certain phipBy in life. Whatever they do is linked
to that philosophy. Philosophy of each individualdaorganization differs. Research
philosophy’s purpose is to declare the author'swam reality as well as consider different
ways on perceiving the world (Saunders et al, 2007,15). The choice of research
philosophy is essential as it will influence theiden on which method to use. This may
again influence the results of the study. Thereemlly no definite way of perceiving
science and the world. People tend to have diffgperceptions on issues. Therefore, the
first step in conducting research is to choose wpisition to adopt towards the perception
of world and reality. This philosophical reflectios built around epistemology and
ontology. When empirical research rationale iseesd in the social scientific literature,
positivistic and phenomenological researches atenabrought out as opposites. These
relate to terms quantitative and qualitative. Aesgsh always has a purpose or mission.
The purpose drives the strategic choices in rebeétirsjarvi et al, 2000, p. 21).
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There are two main aspects including ontology aptstemology within the area of
research philosophy. According to Peltoméaki & Nurnan@004, p.163), ontology studies
the nature of existence or being as such, whictudged in academic paper to reveals the
researchers’ assumption of phenomena. Practicafliglogy considerations explore what
the reality is in natural way. In general, thesespectives are knowingly referred to as
objectivism and constructionism. Objectivism is ti@ion that an objective reality exists
and can be increasingly known through the accumomaif more complete information.
Constructionism again views knowledge as being &atin the research process.

What comes to this thesis, the author stands onptsition of constructionism for
ontology postulate. Constuctionism is chosen aple&operceptions and understanding of
reality is in the interest. In other words, the éogpes’ perceptions and ideas concerning
internal communication and its development are egekhere can be multiple truths about
internal communications development. The structrthe world has been created in the
mind of the case company employees through inieragtith the world and is based on
interpretations. The minds of the case company eyepls are investigated and interaction
with the world is in great importance in this stuay this is all about interaction and its
impact on different issues. The employees probalalye very clear opinions about the
issues after perceiving them in multiple instanachkging their employment. When
interpreted well, this information can be very ftful for the study. It is strongly believed
that human thinking of the employees is imaginatawed develops out of everyday
perception as well as experiences and social ictierain their personal and professional
lives. The employees’ opinions are trusted andealnighly and it is believed that they
form sensible and even logical answers to the resepiestion.

Epistemology deals primarily with the basis of kiesdge, i.e. what is regarded as
acceptable knowledge in a discipline (Peltoméaki 8niinela, 2004, p.163). This leads us
to two main positions of epistemology: positivisnmdainterpretivism. Interpretative
research aims for instance at seeing what happawigng for new perspectives, finding
out new phenomena and clarifying a phenomenonishadt well-known. (Hirsjarvi et al,
2000, p. 30)

The author stands for the position afiterpretivism for epistemology postulate.
Interpretivism is closely related to constructivigmd is applied in this study as it stresses
interpretations in the formation of knowledge. Theeanings that the case company
employees confer upon their own and others' actamesanalyzed and interpreted. The
meaningful nature of employees’ participation isued. Even if interpretivism a typical
philosophical background in qualitative researdhapplies well also in quantitative
research as the subjective opinions and ideaseotdse company employees are in great
interest of the study. In quantitative researctthia case by doing a survey, it is something
impossible to get to meanings as surveys mostlgisbef numbers and data that can be
measured. According to Denscombe (2010, p. 16B)attvantage of open-ended questions
is that the information gathered by way of the ocesmes is more likely to reflect the full
richness and complexity of the views held by thepomdent. The research is designed in
the way that the respondents are allowed spaceptess themselves in their own words. In
this study, it is considered important to get te theanings of employee perceptions.
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2.3 Research Approach

In order to solve the research problem of thissttillccording to employees, what is the
state of internal communications in fast-changingamizations and how could it be

improved?”one has to investigate what scientific approaci beasuitable. It is commonly

known that there are two main paths to choose fwdmen closing in on the empirical

reality, either through a so called inductive agio or through a deductive approach.
Induction and deduction are rational processes ardused constantly by scientists. A
researcher that begins with empirical observatiand then infers constructs is using
inductive reasoning. Using the constructs as thesbaf making prediction about new,
specific observations is then deductive thinkir@graziano & Raulin, 2004, p. 36).

Inductive reasoning means reasoning from the pdaticto the general. It is used to

generate theories or models based on observatradsas. Inductive theories are built on

a strong empirical base and tend to stray litbenfithe empirical base. Deductive reasoning
again means reasoning from the general to thecp&ti In deductive reasoning, specific

predictions are made about future events basedhewries. It seeks to make predictions
from the theory that can be tested with empiriesearch. (Graziano & Raulin, 2004, p.

414).

In this case, the more open-ended and exploratolyctive approachhas been chosen. It

is the reasoning from the specific to the geneBsl.looking at this case, also other

companies are also able to learn about the invastigssue. Direct generalizations to other
companies cannot really be made, but the findirags lwe useful for other fast-changing
companies. This approach means that most of thé& woidone after the actual data
gathering.

2.4 Perspective

Derived from the problem statement and purposéhigf thesis, the topic will be viewed
from theperspective of the case compdhgt is an international company operating in a
fast-changing environment. However, the case cosngaes not interfere in the academic
study but gives the thesis author freedom to deaighexecute the entire study. The case
company that operates in the field of renewablegnaanted to improve their internal
communications from different aspects. Thus, theseaech focus is on internal
communications development in different organizadio areas that are management
communication, supervisor and team communicationd amnterdepartmental
communication. Also internal communication develeptn executed by the internal
corporate communication function is studied as waeglinternal communication channels.

The case company wants to gain information on tkeiployees’ views of the above-
mentioned areas and aims to use the findings of #tudy to improve internal
communications in various ways. The company comsidevery useful to know what the
employees think about the internal communicationd how they would like it to be
developed before executing improvement measures.cbmpany is in the opinion that
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knowing the current situation easies the developmestess essentially and that is why it
Is worth investigating.

2.5 Choice of Method

This thesis is carried out as a quantitative stahsisting of a survey for the employees of
the case company. The company will be presentedilathis thesis in 4.2 Case Company.
Quantitative study was chosen as it was be utilizelll in answering the research question
and in meeting the research purpose. Employee meynse and views need to be
understood and survey with various question tygesmell into that. Interviewing was not
chosen as more answers and more precise informathsnseeked than interviews could
have provided. It is useful that the data can kengfied. It was also considered important
that they survey could be repeated in the case aoynpver time if needed and thus the
state of internal communication and its developneenid be followed.

The study aims for findings about the common pcactbut also something that is unique
in each of the areas of interest. In order to ansiaeeresearch question, the final results are
expected to have a certain degree of generalityd@® (2006, p. 15) argues that the very
process of undertaking an employee survey is ifself of a wider exchange of information
between management and personnel. It is therefore than just a vehicle for extracting
information from employees. He continues that ashsemployee research performs a
valuable role in helping to complement the top-ddiaw of communication within an
organization.

Since the purpose is to increase the understarafingternal communications and how

employees perceive it, focus should be put on tmparisons of opinions among the
respondents. It is of interest to find out if theme common and also particular opinions
related to internal communication and its developim&raziano & Raulin (2004, p. 310)

state that the major goal of a survey is to ledooua the ideas, knowledge, feeling,

opinions, ideas, and self-reported behavior of fndd population. The researcher must
identify the content area, construct the surveytrumsent, define population, draw a

representative sample, administer the survey imsni, analyze and interpret data, and
communicate the results.

It is acknowledged that there could be many factach as different geographical locations
in Europe that can influence the respondents’ views internal communication.
Considering the complexity of a fast-changing orgaiion, it is expected that personnel
face many types of difficulties in internal commeation. In other words, the topic of
internal communication can be considered as seaesitPrivacy of the respondents is
guaranteed as they can respond to the survey ammusyyn

The research strategies are by no means all-ivel#sid there is no best way of answering
all questions in science. Selecting the most affecpproaches naturally depends on the
kinds of questions asked. However, there are defppleases in every research project.
(Graziano & Raulin, 2004, p.339). This study stavith a general idea that is carefully
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refined into a specific question or problem. Theacpdures are selected, modified, and
adapted to answer the questions. A quantitativeresutis executed to the European
organization of the case company. Data are analymsillts are interpreted, and the
research is communicated to other professionalsatite public.

2.6 Secondary Data

Secondary data was searched in order to obtaiknbwledge in what has been researched
previously on the topic. The aim was to find adahle and interesting articles as possible
concerning development the key areas of interedicl@s were searched related to the
following themes and with the followirkpy words

» Internal communication
» Employee perceptions
» Internal communication in different organizatioaatas
1. management communication
2. team communication
3. supervisor communication
4. interdepartmental communication
» Internal communication and its development in fdsinging organizations
1. internal communication development
2. internal communication and change
3. internal communication in fast-changing organizaso
» Internal corporate communications and internal e@fe communication function
» Internal communication channels

The theoretical review of the thesis consist mosflgcientific articles such as researches
published in Communication World, Journal of Orgational Change Management,
Corporate  Communications: An International Journdfurnal of Communication
Management, Handbook of Business Strategy and Titerniational Journal of
Organizational Analysis, etc. In addition, somet@ttl books were used in order to define
and contribute with basic information on the codetepics, theories and researching.
Databases were used in searching for suitablelest@nd other information. A search
engineSamsokproved to be helpful and was utilized the most. &#ofacilitates searching
and gives collected and easy access to the Swezlishrch libraries' electronic resources.
The portal is built up in cooperation with variolilsraries. Samsok offers Meta searches
and access to, among other things, fulltext in lokgas with license agreements.
MetaSearchfunction was used to search various databases asdBusiness Source
Premier and Emeraldat the same time. This enabled a good access toleaspread of
international articles.

2.7 Evaluation on Secondary Data
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It is essential to evaluate the found secondarg datefully. Secondary data is relatively
quickly available and can therefore help to provitie first answers to some of the
questions asked in a relatively short timescaleoB8éary data can be useful in comparing
findings from different studies and examining trendowever, all information that can be
found on the theme is not usable and it might nehéhave a real connection on the theme.
When selecting secondary data, criticism of soulcegeded. A researcher needs to aim at
criticism both when selecting and when interpresogrces. (Hirsjarvi et al, 2000, p. 55)
In consequence, evaluation of the secondary dassential in order to be able to select the
most substantial sources. High availability of setary data is important and there was an
access to many data sources. Attention was pdftetprocess of choosing suitable data.

There are several cautions that have to be borna@nd in analyzing secondary data, e.qg.
What were the conditions of its production? For regke, why, and when, was the
document produced/written and for whom? (Blaxt€1® p. 191) Scientific secondary
data, mostly consisting of academic papers withralesearch purposes, were preferred and
their findings were contemplated. Information foummdgeneral Internet pages was not
considered as valid for the study. The age of @@ vas considered carefully. Primarily,
the most recent sources are preferred (publish@®®@-2011). However, also some older
sources are used if they are considered essentiavalid for the study despite of the age,
e.g. Organization Structure and Communications bage;l J., Aiken, M. & Marrett, C.B.
from 1971.

The estimation of an impact of secondary data cardifficult and therefore as much
relevant existing information was searched but dhé/best of the found information was
used in this study in order to produce the mostisblestimation. It was acknowledged that
there can be errors or mistakes in the found sergrahta
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3 Theoretical Framework

This chapter provides information based on prevpgenducted researches in the field of
internal communication and its development, indgheas of interest of this study. The most
relevant and interesting literature and researchearcovered. Firstly, internal
communication in general is discussed. Secondtgrnal communication development is
gone through. Thirdlyjnternal communication in fast-changing organizasofollows.
Fourthly, internal communication in different orgaational areas is gone through.
Following to that, the selected areas of internahununication are discussed one by one.
Finally, internal corporate communication and imb@f communication channels are
discussed.

3.1 Internal Communication

To begin with, the term internal communication reetabe clarified. A few definitions are
presented below in order to obtain a comprehengexe of the term and the concept. After
defining it, the meaning and importance of intec@hmunication is discussed.

Internal communication(s¢an be defined in various different ways. Foranse, Bovée
and Thill (2000, p. 7) define internal communicatias “the exchange of information and
ideas within an organization”. Lehtonen (2003), boer, contends that internal
communication of work community comprises all imf@tion flow and interaction that
takes place in between different people, groups amis. He points out that
communication between superiors and subordinatesuslly also called as managerial
communication, and that the concept of internal mamication is wide, notably wider than
just basic internal information sharing. Farran0(2, p. 11) defines the term in a
descriptive way that is easy to comprehend as he that internal communication is the
‘eyes and ears’, and the conscience of the orgamiza

Clutterbuck & James say that “Many of us feel that internal communication could be -
what it should be - is an exchange of informati@sponses, ideas and feelings by which
the collective talent and commitment of the orgation are directed to achieving corporate
and individual objectives.” (Clutterbuck & Jame898, p. 249)

What comes to the phrase itself, Farrant (20031)pcriticizes the phrase ‘internal
communications’ as dull. He states that it has detlgeep it as the Cinderella of the
communications disciplines. He thinks that ‘intdro@ammunications’ suggest a cure from
some ailment we would rather not think about — rtiedito be taken because we know it is
good for us, but with no great enthusiasm. Thisigsopinion, but might as well be true in
many cases.

They study of Mazzei (2010, p. 230) proposes ande&fn of internal communication as a
set of interactive processes to generate knowladdeallegiance, definitively abandoning a
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systemic perspective that refers to organizatidrmlndaries. The findings of Mazzei's

study show that the definition of internal commuation given by the respondents in

almost all Italian case companies refer to intalegitesources, such as knowledge, or
communication behaviours, such as dialogue. Onky company referred to boundaries
without mentioning any intangible resourcé&rious companies expressed an aim of
creating a climate for active communication behaksosuch as knowledge sharing,
collaboration and creativity.

Internal communication naturally changes fast assdeverything in today’s organizations.
Smith & Mounter (2008, p. 17-19) point out thatemtal communication has moved from
events and people to sharing corporate goals.

Why is it important to study internal communicas@nCroft & Dalton (2003, p. 24) state
that internal communications is critical to stafbrale and performance in addition to their
perception of the corporation’s image. Farrant @0@. 1) notes that internal
communications is vital to all organizations. Hentboues that we are sociable creatures
and we communicate at a level and to a degree wwikno other species. Internal
communication is also important to organizationstlie sense that there is growing
evidence that the organizations that get it rigkerfgom well. In well-performing
organizations, internal communications have eqizls with external communications. In
the very best organizations, internal communicatiane part of the culture; they have
disappeared as a subject to be thought about $elyarato the way the leaders lead and
others may respond.

When performing internal communication, the samierdific process is used as for
external marketing or communication. The key tamadiences should be identified. The
population is dissected into groups, such as masadme-level employees, senior
management etc. Time is needed to understand #usrof the target audiences, and the
information needs to be told in the way they cast mderstand and use it. This could be
perceived as “selling” to employees, so that thayp ¢eel proud of their company’s
strengths and can genuinely endorse the companthangtoducts to customers. (Drake et
al., 2005, p. 14)

Lehtonen discusses the functions of internal comoation. He can find five different
functions and they are presented here shortly:

= Operative communication meaning sending, receiand handling information
related to daily work tasks and issues

= Internal public relations (PR) that company manag@nuses to form and sustain
confidential relations with and among differentgmmel groups

= Communicating company mission, vision, values amadfres to personnel

» Building a positive work community identity and estigthening positive values
related to work and its quality and profitabilit @perations

= Maintaining and developing relationships in workgounity, as well as managing
and preventing conflicts and thereby developing sindngthening positive work
environment. (Lehtonen, 2003)
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Kalla (2005, p. 311) states that effective knowkedgharing appears to increase the
efficiency of employees, and also enhance theiivatbn and the feeling of security. She
points out that, however, efficiency and motivateme not completely independent of one
another. Open knowledge and information sharingroftesults in more effective work
practices. This again might increase motivatiorelewf employees.

To perform this study, it is essential to underdtauny people have a need to communicate
and why internal communications is really neededrgmnizations. Wright (2009, p. 122)
states that Maslow’s well-known concept of selfuatisation is of direct relevance to
organisations today. He explains that current foousnternal communication is on
employee engagement and its links to customerfaetiisn and increased productivity can
all be traced back to Maslow as he foresaw an iddal's need to strive for self-
actualisation, to find meaning and purpose intadt an individual does — not just in private
lives but at work as well. Maslow also found oudttlself-actualisation was a powerfully
motivating driver within all personnel, not justthin management.

3.2 Internal Communication Development

Developing internal communications is not straightfard. (Corrado et al., 1994, p. 35)
point out that one of the real problems with insgrecommunications research is that
sometimes it tells you what you do not want to hesnagement is hopelessly out of touch
with its employees, middle managers do not carelfabommunicating to employees and
nobody believes in the company newsletter. People ave to lose the most have a direct
interest in trying to discredit the research. Thiids important to set up processes for
getting past this problem: to provide feedback timatkes sense. It is important to get
commitment to take action before doing the reseakctions should be related to research;
tell people that their input helped. Measure howoas worked; find out if what you did
worked. Employees are consumers of key organizaltiealues or products, for instance
wellness, productivity, quality, customer servicenda safety. In establishing a
communication program, research should be conduatgdto determine the employees’
level in terms of accepting each of the organizesigoals. (Corrado et al., 1994, p. 35)

Thomson & Hecker (2000, p. 48-52) acknowledge tmepartance of internal
communication development and address communicaisoa tool to increase employee
buy-in. They present a survey that shows a diie&t between good communication and
strong buy-in. It shows that people with high levef buy-in rate their company’s
communication highly, and those with low levels geily rate communication as average
or poor.

Internal communication is often linked to openn&ssveloping internal communication by
increasing openness seems logical. Thomas ett9(2. 303) bring up the organizational
openness in their study. They state that while ialf information seems to be a
prerequisite for trust in co-workers and superiatsis trust that appears to shape the
perceptions of communication openness, which, im,tupredicts an employee’s
involvement in the organization. When attemptingtedict one’s level of involvement, it

18



would seem that openness is a key factor. Thus,nwdraployees believe that the
organization is a safe place to express themsdlveg are likely to see themselves as more
involved in the organization’s goals.

Phelps (1996, p. 388) highlights the usefulness banchmarking in internal
communication. He states that benchmarking supporttions improve processes and
positively impact on the business arguing that cammication professionals that find these
questions important: ‘How well does your internafranunication compare with the best?’
and ‘Can you prove to top management that you aireyca really good job?’, are likely to
benefit from benchmarking their internal communmatprocesses against those of other
companies. Phelps has found that it is vital toveonthe benchmarking information into a
value-adding activity for an organization. He dias that there are a number of possible
ways such as, for instance comparing performanderaproving internal communication
practice. As a result, organizations can implenmew internal communication initiatives
in priority areas. The consequences can be moditoyechanges in the performance targets
over time.

A significant amount of research has been conductethest practice models across the
world and it has been found that best practice rorgéions communicate much more, in
greater detail and to more levels than the aveoaganization. It has also been found that
hey operate on continuous improvement cycles, soally evaluating the effectiveness of
their programmes and making changes based on #us ré internal customers and senior
management. They are culture conscious, have cestimrus and they partner. One of the
most interesting findings is that support functiamghe best organizations do everything
they can to meet their customers’ needs. Thosanargtions expect departments to work
independently as well as encourage the informaha&xge of ideas and data, which
characterise the ‘boundaryless’ organization. Besattice organizations take calculated
risks in order to gain early competitive advantafjeey adapt the early vision and mission
statements. They are value-focused relating thativiges to the strategic priorities of the
organization, measurig people’s contribution camumsly, and linking themselves with
bottom line results. Phelps (1996, p. 388-389ké#rss that there is a lot to learn from best
practice organizations.

(Thomson & Hecker, 2000, p. 56) suggest businestels to consider following questions:

How well defined are the organization’s goals anikseon for the future?

How involved are senior managers in communicatiregé goals and the progress
against them directly with staff?

How much do staff's objectives and performancedtrgelate to overall business
goals?

To what extent does staff behaviour suggest a clederstanding of the business
direction?

What opportunities are there for staff to partitgpa key business issues and to
share their views with top management?

To what extent does staff behavior suggest that éine giving their best to help the
organization succeed?

To what extent do staff attitudes reflect confidentthe organizations’ leaders?

YV V VYV ¥V V¥V VYV
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» How effective is the organization’s communicationabscale of 1 to 10?
» How would staff describe the organization’s culture

These questions are very relevant in finding oulv hoternal communication can be
developed especially around the topic and strat¥glgen answers are found to those
questions, it is easier to understand how commtiaitaeeds to be developed in order to
improve the understanding of strategy and the whpetéormance of the company.

3.3 Internal Communication in Fast-changing Orgaragions

As this thesis concentrates in internal commurocatdevelopment in fast-changing
organizations, it is necessary to discuss the isguenternal communication in fast-
changing organizations in this theoretical framéw@hange and internal communication
go hand in hand in hand. As companies or othermizgtions are growing rapidly, a lot of
communication about change is needed. Quirke (1996/2) states that changes are
everyday in today’s organizations and the stateroa@mte totally agreed. He continues that
organizations face many pressures and gives an meatimat an organization could for
instance appoint a new CEO with the mandate tonesggze the business, a new
competitive strategy could call for a fundamentamge in attitudes and behavior, the roles
of the divisions could face a re-examination or ¢dhganization could be in a serious need
to downsize operations. Getting communication righvital to making change happen
inside organizations. Poor internal communicatisnroutinely sabotaging efforts for
change. Communication does not simply have a rolmanaging change, it is central to
making change happen. (Quirke, 1996, p. 68)

Lundberg (1990, p. 6) states that it is a truisat #il organizational changes are facilitated
through communication processes. Communicatiorsiglly a central activity. He argues
that if organizational communication structures diyeamics of organizations, then its role
in organizational change needs to be conceptulaboeated.

However, it seems that the role and importanceoafimunication in change situations is

not always understood. Smythe (1996, p. 41-42)estdhat a lot of change is not

implemented because the human occupants of thegetlaorganization have not been

involved in understanding, and thereby owning,¢hanges around them. He clarifies that
without ownership and understanding there is likelybe compliance and fear. It is

important to facilitate understanding by those wie®d to adopt new processes of what
will change and why. Also a process should be plediwhereby employees’ expertise can
usefully influence in the design of that change.

There are many types of changes, but many of tledaerto finances. Hodgkinson (1987,
p. 328) addresses that the most companies fachdivetneed to increase profits focus their
energies on rigid control of finances. Implicittims strategy is the belief that the greatest
opportunities for increased effectiveness lie ghtiening up budgetary control procedures
and in the reallocation of budgets to areas yigldire most immediate payoffs. This often
has unpleasant side effects for staff, increasimggqure on them to perform and forcing
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organizational change. The increased complexitthefjob, frequently brought about by
the need to cope with the realities of budget rédos, coupled with attempts to meet
increasingly wider requirements with no additioredources, and may foster dissent. This
can lead to deterioration in staff morale and cotmeant, fewer opportunities for
promotion, staff training and salary increases. $tuly results of Hodgkinson (1987, p.
328-335) indicate clearly that it is important twsare thorough consultation between staff
and employers prior to effecting changes. Thedodperation with all staff is vital.

Power & Rienstra (1999, p. 501) studied internamownication in new corporate
conglomerates. Even if they talk about conglomerateseems that the results of the study
could be somewhat applied to a fast-changing orgéion operating in various countries
due to various locations and different operatingir@mments in question. They state that a
conglomerate of loosely coupled businesses regure®mmunication strategy which
allows subsystems to devise solutions to theiriipesmmmunication needs and problems
using suggestions and tools that come with the conication model while yet retaining
links to other parts of the organization in ordefédcilitate the collaboration. They describe
a flexible communication model that allows eachasafe business to remain connected to
the corporation as a whole, maintaining connectigitls other loosely coupled businesses
and yet allow for differences which lead to effigand innovation found lacking in many
hierarchically structured organizations where comitation strategies are devised and
managed from the top. This communication model segmod as it allows both
collaboration and independence.

It possible comes as a surprise for many leadeas ttiey need to be developing and
executing internal communication in challenginguaitons of change. Barrett (2006, p.
387) addresses that as leaders move into highelsle¥ and organization that they become
the leader of change programs and vision developmBaised on experience of the thesis
author, this statement of Barrett is most likelyywérue as senior managers are often
expected to excel in communication. It is also pigip very common that only a few

leaders have had communication training as thegllysare specialists in their fields and

rarely business generalists. Therefore leaders tnmghoften have proper know-how and
skills in communication in challenging situations.

3.4 Internal Communication in Different Organizatioal Areas

As explained in the Introduction of this thesiseréh are different approaches to internal
communication. Welch & Jackson (2007) argue foregnated communication. “Both
communication and management are vital to all aspgarganisations and the strength of
the corporate communication movement is that it leesses the intrerelatedness of
communication within and outside organisationgetinds theorists and practitioners of
the need to think in terms of integrated commuincat(\Welch & Jackson, 2007, p. 194)”
This approach is similar to the one of Kalla (2006)ven the importance of effective
knowledge sharing at all levels of an organisatiballa (2005, p. 311) suggests here that
true effectiveness can only be obtained througbrparating all organisational members,
and hence viewing knowledge sharing as a functfontegrated internal communications.
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The goal of Kalla’s (2005, p. 303) article was twldf the first goal was to understand the
complex and multidisciplinary nature of integratedernal communications, which is
challenging due to the multiplicity of inconsistgrtised terms and sometimes too tightly
defined boundaries. The second goal was to unaerdtze strategic impact of internal
communications by assessing how integrated intecoaimunications manifests itself
within the multinational company context and howatthn turn enhances knowledge
sharing. Kalla stated that evaluating the knowledgfearing function of internal
communications is important as many notable schadtaess that the ability to effectively
share knowledge internally is fundamental for mamhg a competitive advantage. The
article examined the multidisciplinary nature ofeimal communications, and showed that
an integrated perspective can be observed witleimthlticultural company context. That is
a perspective, which is also beneficial for enhagcour understanding of knowledge
sharing within organisations. Thus, if the viewtttiee employee is the most valuable asset
of the corporation is adopted, then the integrated helps to comprehend that we need to
incorporate all employees to our analysis of ireroommunications and knowledge
sharing.

In Kalla’s (2005, p. 312) article, it is suggestindt in order to adopt a more strategic
perspective to internal communications, there werhain issues to be considered. Firstly,
a novel way of looking at internal communicationgough an integrated lens was
presented, enabling us to see it as all formal iaf@mal communication taking place
internally at all levels of an organisation. Sedgndiiewing knowledge sharing as a
function of such integrated internal communicationay help us to understand how
communication contributes to the organisation’s petitive advantage.

Baker (2002) presents another way of looking ariml communication. Baker (2002, p.
7) argues that organizational communication canHagacterized as vertical, horizontal, or
diagonal. This division of organizational communmigca is logical but Baker states that
although both vertical and horizontal communicatomtinue to be important, these terms
no longer adequately capture communication needd #ows in most modern
organizations. (Baker 2002, p. 9)

Vertical communication occurs between hierarchycalbsitioned persons. It can involve
both downward and upward communication flows. Doardvcommunication is more
prevalent than upward communication and accordimgvdrious previous researches
employees feel that their organization did not dgpad job of downward communication.
It is not surprising that satisfaction levels héeen especially low at lower job levels. Less
is known about upward communication. One intergstionsistent finding is that employee
satisfaction with upward communication tends toltwer than their satisfaction with
downward communication. Baker states that initiajlgater emphasis was directed at
vertical organizational communication as compacetateral communication but that is no
longer the case. (Baker 2002, p. 7)

Lateral communication again involves communicatomong persons who do not stand in

any hierarchical relation to one another. Interdgpental communication that is handled
in this thesis is lateral communication. While m#c&ends to flatten organizations have
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enhanced the importance of lateral communicatisnglies on lateral communication still
lag behind on studies on vertical communicatiorak@ 2002, p. 9)

Baker continues that the concept of diagonal comeation was introduced to capture the
new communication challenges associated with neyarozational forms, such as matrix
and project-based organizations. Diagonal commtinit@& an even more recent emphasis
in the organizational communication literature. dlswith the rise of the network
organization (both internally and externally orieshinetworks), communication flows can
no longer be restricted to vertical, horizontal] @mgonal. (Baker 2002, p. 9)

In this study, internal communication is viewednfr@n organizational perspective. From
this perspective, three clear internal communicasiceas can be identified. One of them is
management communication. Another is team and sgigoercommunication. Third is
interdepartmental communication. Thus, managen@antrunication, team and supervisor
communication and interdepartmental communicati@encansidered as the most essential
internal communication areas. Nor integrated compopafion or vertical, horizontal or
diagonal approaches as such are used in this siustgad, a more specific and concrete
approach of the most essential internal commumioaireas in organizations is used.

To explain the choice of the three areas, it seeratural to think that internal

communications is an entity (e.g. integrated comgation) but when doing so it is hard to
get a good grip on the existence of internal compation in an organization. To conclude
this, this study views internal communication assitexecuted in various organizational
areas, is developed and executed by internal catgocommunication function and
communicated through different channels.

3.5 Management Communication

Let us start from the top; management communicafldns is one of the three areas of
internal communication selected to a close inspactn this study. When discussing
management communication, it is referred to comgation executed by the top

management (the management) flowing downwards e dhganization, all the way

reaching the employee lowest in the organization.other words, when discussing
management communication, it is referred to compgation executed by the top

management, finally reaching all employees in thganization structure. Importance of
good management communication is undisputed. S&ikthounter (2005, p. 87) address
that the conventional model of communication faeouby many organizations is top-
down. They add that would be naive to suppose wikeras there will always be a need for
senior management to give guidance on the direatiovhich it wants the organization and
its constituent teams to head.

Croft & Dalton (2003, p. 24) clarify that managermand organizational communications
refers to how management communicates with mid@éleagement and employees.
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“Managers have a responsibility to talk to theirpboyees about the business. But exactly
what should managers talk to employees about? 8gsipecific messages about business
objectives, there are a number of basic questiodsissues that need to be continuously
addressed, such as the mission of the unit.” (Cored al., 1994, p. 39)

Importance of communication the strategy, missigion and values is highlighted in

various studies in this area. In the study by Varun et al. (2006, p. 124-125) it was
shown that behavior of employees is explicitly tetato the values of the organization.
Top management could support these conversationslisnussing the values of the

organization in order to establish them. This piesiclear backing for middle managers to
discuss behavior of employees.

A lot of responsibility of internal communicatioa given to senior management. Internal
communication needs to be championed at the vgryQ@oganizations need the workforce
to understand what is expected of them and intecoaimunication will help them to
deliver this. They also remind that internal comioation is still a new discipline and that
it is the responsibility of everyone from CEO tadimanager and supervisor. (Smith &
Mounter, 2008, p. 17-19) Anyhow, it is very comntbat directors are interested in their
business problems, not communication problems. &hiéy agree that communication is
important, they genuinely feel it ranks among thgiorities, they are more likely to be
interested in solving operational problems. Theyymat see the connection between
communication and their problems, especially whey tare measured not on the levels of
the communication but on attaining key objectivéQuirke, 1996, p. 71)

Stiff (2006, p. 238) assures that if brand sellimg@mployees is ultimately to be successful,
it must start as high up in the organization assidés — hopefully at the C level (CEO,
COO, CFO). This level should also be present astgpmeakers whenever the topic of the
brand is being communicated within the organizatiafture. This could be done e.g. by
inviting the CEO to present a short pitch at a draelling workshop, product launches, or
sales meeting. This sends a powerful message #mwbtand and sends a message that the
top people of the company are actively involvechvahd accountable for the brand. It also
allows the top executives to declare their brand igsbrand pillars, thus making a strong
statement about their willingness to be involvethi daily operations of the business, also
exposing them to the latest thinking of the salegawization and their customer’s voice.
Even if Stiff highlights the importance of the Cvé in internal communications and
internal brand selling, also other levels of thgamization are certainly important.

Croft & Dalton (2003, p. 59) state that in the leator superior performance and reputation,
the company’s employees are always on the froet-linis usually the negative examples
that make the headlines and they can have a gngaict on external views of the company
and help form public opinion. “If the employee hakey role in building the corporate
reputation, how must the corporation manage thapleyees?” Croft & Dalton (2003, p.
59) Croft & Dalton (2003, p. 60) are in the opinithrat the single most important step is a
change in mindset among senior management. Thidvies more than understanding that
“people are our greatest asset”. It means investinigat asset so that it understands shares
and commits to the realization of the same valueb l@and promises that the company
publicizes externally. Maybe it is possible to dreaf personnel that lives up to their other
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job as ambassadors of the company. However, thesrdiohappen until the change in
mindset leads to a change in behaviors startirigeatop management. In case they cannot
show by example that they understand and are cdsurtid the corporate values and brand
promises, the employees will be among the firshatice. Indeed they will also imitate.
Cynicism among employees is often an issue in nmodesiness as subordinates do not see
their leaders act by exemplary behavior.

Employees tend to receive information through maifferent unofficial and official
channels. This makes management communicationcr&ijenging. Usually it is better to
tell than not to. Quirke (1996, p. 78) addressed fince about 70 % of the information
employees receive is via the grapevine. Grapevieans the informal transmission of
information, gossip, or rumor from person to perdoms usually an unrevealed source of
confidential information. Since senior managers ehav healthy skepticism for what
information they do receive through formal channtiisy are faced with simple choice - to
either manage the elements of the communication they can, or be managed by the
grapevine. Companies that rely on what little gtipy have on communication to carry
them through are like cyclists riding ‘no hands'.

Without emotional intelligence, leaders cannot camivate with and manger others
effectively. If senior executives of a major eneogynpany are giving a presentation on the
future of energy production, the audience will @bly perceive them as persons with the
authority to talk about energy. They can exude idemnice by being well prepared and
feeling comfortable when talking. They can createaara of honesty by effective delivery
techniques, such as steady eye contact, beingpneglared in questions and so on. They
can take specific actions to build greater creitybi{Barrett, 2006, p. 388-389)

3.6 Team and Supervisor Communication

Development of supervisor communication and teammngsanication can be described
altogether in one context as they are evidentlgelthto each other. Supervisors lead and
manage their teams and team members and are tteeregponsible for the communication
performance in their team in the end. Anyhow, ratyrall team members contribute to the
communication success significantly with their ovastions and efforts. Supervisor
communication is discussed in the literature inudieggreat extent and it seems to be a very
current topic in today’s work places. It is oftaalled also as leadership communication.

Supervisors have an essential communication roteéganizations. Thomas et al. (2009, p.
303) found that when looking at trust in top mamaget, the adequacy of information is
more salient than quality of information. Theirargretation of this finding involves the
role of top management in setting direction, shgpourpose, and overseeing general
organizational processes. Information coming from management is rarely specific to an
individual’s job but is generally focused on thg bicture. Top management then depends
on supervisors to translate this abstract inforomainto more task-related and relevant
communication. In other words, while employees ¢oom top management to set the
strategy and determine criteria for organizationatcess, supervisors must be trusted to
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show them the connection between their jobs andtbanization’s goals and to provide
the more specific information needed to performrtfabs well. Employees are depended
on high-quality information needed for job execntio

Somehow it seems that employees are often digsdtisiith the communication
performance of his or her supervisor. The taskhalenging. Alleyne et al. (2005, p. 295)
state that the role of managers has substantiadigged in workplaces in recent years. This
is partly as a result of market developments, Isd due to new technologies used by the
organizations in which they work. The environmemd demands grow constantly.

The task of communication is not always easy fopesusors in fast-changing

organizations. They need to adopt fast to new akmihgt they can also have problems in
motivation. Thomson & Hecker (2000, p. 53) statattn fast-growing organizations,

employees have to deal with constant change. Ttgyyeahat managers are hit especially
heavily by change, which may explain their disapgiog levels of understanding and

commitment. It is interesting that levels of comnwation during periods of dramatic

organizational change can have profound effecteebverall effectiveness of staff.

Researchers rarely agree completely on how bestefine leadership, but most would
agree that leaders are individuals who guide, timaotivate, or inspire others. They are
men and women who influence others in an orgammatr in a community. They
command others’ attention and persuade otherdlawfohem or pursue goals they define.
They control situations and improve the performaosicgroups and organizations. Leaders
lead through effective communication. Without effee communication, manager
achieves little and is not an effective leader.r(8#, 2006, p. 389) When CEOs and other
senior executives in all industries and countriesasked to list the most important skills a
manager must possess, the answer consistentlyleslypod management skills. Managers
spend most of their day engaged in communicatiofagt, older studies of how much time
managers spend on various activities show that aamuation occupied 70 to 90 percent
of their time every day. This amount of time undersd how important strong
communication skills can be for the manager degit;n advance to leadership positions.
Mastering leadership communication should be aripyidor managers wanting their
organizations to consider them leaders. (Barréfig2p. 385)

Barrett (2006, p. 387-388) claims that leaderslommunication depends on the ability to
project a positive image, or more specifically, agsifive ethos, inside an organization or
outside. Ethos is one of the three types of pergaiappeals by Aristotle. It is an appeal
based on the perceived character of the senddreomessage. Is the person trustworthy,
confident, believable and knowledgeable? A posiétleos will take managers a long way
towards influencing their audiences with the intshanessages. Negative ethos is again
one of the greatest barriers to effective commurna

“The mistake that many managers make is to coransolely on understanding or
winning minds without also striving to build commiént or win hearts. Looking after
people’s minds is the principle behind intellectegabital and knowledge management,
management concepts that have become importankridstledge is only half the battle.
The hidden resources of feelings, beliefs, peroaeptand values determine whether people
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apply their knowledge constructively in support afjanizational goals. These beliefs,
feelings and motivations are the foundation of eomatl capital.” (Thomson & Hecker,
2000, p. 49)

According to Van Vuuren et al. (2006, p. 124-12%meunication leads to a central
attitude, commitment. Direct and indirect contribat of communication to commitment
underlies the importance of supervisor communicatm organizational functioning. The
effects of communication to fit and efficacy peroeps reiterate the role of interactions
between managers and employees, because of senshreofion, motivation and
competence are important to them. For managasswi¢ll-known that the attitudes of their
members are important for well-being and perforneantéan Vuuren et al. (2006, p. 124)
bridged the gap between daily interactions andinkengible attitudes by showing that
listening and giving feedback are key activitieemhancing commitment. This process is
explained through mediation of a clear view on wikgterceived as what the organization
stands for (value fit) and what is able to achi@fécacy).

Giving feedback also works the other way aroundnddgers are responsible to show how
the organizational values are to be practicechdf/tdo not act in line with the values, they
have to be open to corrections. Listening and faeklbabout efficacy also involves

openness. While quick wins and positive stories easier to communicate, to help
members craft accurate efficacy perceptions alsbrieavs has to be told and listened to.
(Van Vuuren et al., 2000, p. 125)

Communication in teams or between a supervisotaasubordinate should not be one-way,
meaning that only supervisor communicates to teaembers. It is important for
organizations to hear their employees and to irevahem in decision-making. (Smythe,
2007, p. 10) argues that the challenge to leadershio see employee engagement as a way
of management or as a philosophy which influentesvtay managers and supervisors
exercise a more inclusive style of decision makigployees are the primary models of
the culture and it is they who will live or belie@d engagement practice.

Supervisors have a big role in encouraging theamtemembers to communicate and
sharing their opinions and ideas. Smythe (20020p.states that it is time to change the
way organisations manage communication with theapte. It's time to move from “a tell
them, sell them approach” based on a marketingridim an approach based on intelligent
inclusion. He reminds that people work in smallcggin the organisation. “For most
employees, communication and engagement lies ingifteof the local manager or
supervisor; other organisational communicationgsally clinically delivered in print and
electronically or received via ritualistic procesdie face to face meetings, conferences,
town halls and electronic gatherings.” (Smythe, 2Q0 23)

People do communicate upwards if they are allowadl encouraged to do so. Smythe
(2007, p. 30 sees engagement as a practical capatthich leaders, at every level in an
organisation, can develop and utilise to inviteirthgeople to bring the best out in
themselves for their own benefit and for that oéithcolleagues and the company.
“Leaders, managers and supervisors are the leagaimnt of the day-to-day culture of the
workplace. They decide if and by how much to ineobthers in decisions large and small.
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Managers and supervisors are the chief engagenffesgran their own domain. Thus in
creating an engaging workplace the main lever lmadd the leaders, managers and
supervisors.” (Smythe, 2007, p. 30)

3.7 Interdepartmental Communication

The functioning and development of Interdepartmlecdanmunication is challenging. For
the sake of effective information sharing, it igaVithat information flows forward
horizontally in the organization and that doesstay inside one department’s borders. The
success of Interdepartmental communication is gume of the key elements in
organization’s success.

Hage et al. (1971, p. 867) state that horizontedlrmooinication can mean at least two things.
Firstly, it can simply mean communications acrospaitmental boundaries. Secondly, it
can mean communications with someone at the sahesdevel, regardless of whether the
communication is in the same or a different depantmin this thesis, interdepartmental
communication refers to the first option; commutima across departmental boundaries.
Hage et al. (1971, p. 867) has found that the faqy of interdepartmental
communications is greatest with others at the satatis level. Complexity tends to be
positively associated with the intensity of orgatianal communications, both
organization-wide committees as well as unschedat@dmunications. It is the flow of
communications with people on the same status levéifferent departments that is most
likely associated with complexity. They claim thdtis clear that the volume of
communication is higher in more complex organizaioand this is especially true of
communications between departments.

Walton et al. (1969, p. 539) argue that departmueitiich are hard to contact tend to be
prone to conflict; whereas departments that hageesyatic difficulties in contacting others

tend not to. He also found that departments expeing high interdepartmental conflict

tend to create department-wide barriers to inwaniraunication. For example, they may
isolate themselves geographically or establishdidies that do not synchronize with the
attempts of others to contact them. In additiorysptal barriers to communication toward
other departments increase the interdepartmentdlictoexperienced by the department
trying to communicate.

Ritter (1999, p. 474-478) is specialized in thanke'network competence” and argues that
by increasing the interdepartmental communicatn@iwork competence can be improved.
The purpose of Ritter’s article was to identify angzational preconditions of a company’s
network competencéd.he empirical results showed that a company’s nétwompetence

iIs embedded within the whole company. The reseafcRitter shows that the key to
success is to allocate sufficient resources (physitnancial, personnel, informational
resources), motivate qualified personnel, commueaiccross functions and open the
corporate culture.

28



Ritter (1999, p. 477-478) argues that interfunaidmoarder may be broken down through
cross-functional seminars and workshops, throughtdd personnel exchange between
departments or through implementing communicati@ams (e.g. company newspaper or a
new web page). Ritter clarifies that such efforasndt only provide important insight into
information but also allow a better understandifigothers’ positions. In addition, the
official channels for information should be used the nature of network management is
dynamic, it is advisable to implement some unddfichortcuts that allow a more flexible
way of doing things. These arguments of Ritterlagecal as it seems that it is useful for
organizations to invent various means of commuitpatin order to improve
interdepartmental communication. Ritter values usid@ding of each others’ positions,
which seems essential what comes to well-functmterdepartmental communication.

Ritter (1999, p. 477) encourages organizationssto taemselves questions for instance
related to communication structure, e.g. ‘Do memhdr staff from different department
talk to each other?’, ‘Do members of staff freqlyense staff development programs?’ and
‘Are there sufficient rewards for engaging in redaships?’ The questions should not be
answered in a yes or no format nor do they reptefen measurement tool used. The
questions can be a useful tool to facilitate dismrss in a company on how to improve a
particular company'’s ability to cope with its netks.

Joyce & McGee (1997, p. 22) studied designing #éterganizations. This is interesting as
lateral organizations and interdepartmental compatiun are clearly linked to each other.
They state that organizations operating in envirem® characterized by high uncertainty
and diversity require sophisticated lateral orgamans to remain competitive. Managers
have struggled with the many difficult issues imgal in choosing and implementing

effective structures for this purpose. In lateragamizations, personal relationships and
informal contacts become much more powerful thaméb structures and reward systems
for achieving the organization’s goals.

Joyce &McGee (1997, p. 22) argue that manageraterdl designs learn how to translate
their functional allegiances into shared values how to manage complexity rather than
simply making room for it. A lateral design despdizies personnel and replaces them with
people who appreciate and are rewarded for diyeisitthese kind of lateral organizations,
people closest to the decision that have to livi Wie consequences of their decision are
empowered to make the decision. Authority is lesiraction of position and more a
function of information and competence. OwnersHithe project is assigned to those who
are competent and interdisciplinary collaboratian mrojects mandates that traditional
departmental lines become blurred. In conclusionséning horizontal boundaries places
greater emphasis on processes, and requires inthraw@munication, leadership, and
resolution of turf issues.

3.8 Internal Corporate Communication
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“The internal communication function is one of thHastest growing management
disciplines. For many organisations, it is also h@wso far as they recognise internal
communication as a distinct function or departnig@lutterbuck & James, 1996, p. 249)

Clutterbuck & James (1996, p. 249-250) argue that above mentioned trend is a step
forward towards the acceptance of internal comnatiun as essential to an organisation's
success. Their survey reflects a real investmentsdaye organisations to create the
conditions under which people voluntarily give mayehe business, and vice versa.

Welch & Jackson (2007, p. 188) define the concéphternal corporate communication
concept as “communication between an organisatisin&tegic managers and its internal
stakeholders, designed to promote commitment t@tfanisation, a sense of belonging to
it, awareness of its changing environment and wstdeding of its evolving aims.” Welch
& Jackson explain that concept may help corporatarsunication managers to focus on
the goals of promoting positive commitment and @sseof belonging. The concept entails
responsibility to consider the organisation’s insdrand external environments as well as to
communicate ethically.

The coordinating role of internal corporate comngation function is usually highlighted.
Argenti (2003, p. 128), states that “Internal conmimation is, in essence, about creating an
atmosphere of respect for all employees within dhganisation. Communication from
management should come directly from one managéngmext, and from supervisor to
employee, but as companies grow larger and moreplexnthis often becomes more
difficult — hence the need for the internal comneation function”. In other words, Argenti
argues that the internal corporate communicatiarctfian is useful in coordination on
internal communications in organizations. It musttiue that when organizations grow, it
is more difficult to get by without a function thabordinates all the different flows of
information.

Coordination on internal communication does notagfsvexist, which causes problems in
organizations. Quirke (1996, p. 76) addresses dhedmmon complaint is that operating
units are on the receiving end of communicatiort sinectly to them, without being first
coordinated with other functional departments. Thtk of coordination produces mixed
signals, lack of coherence and competition fornditbe@ for employees. Quirke argues that
if communication is not coordinated and orchesttatiee individual has to edit the clutter
down to manageable levels using his or her ownriige which are unlikely to match
those of the business as a whole. In addition,ntlagerial that gets through the editing
process may not be what is most important to thenless. From the internal customer's
viewpoint, communication seems to be overwhelming ancoordinated. Each business
unit busily produces information which it feedsabhe communication channels.

In this thesis, internal corporate communicationcimsidered as a function executing,
coordinating and developing internal communicatiorssde an organization. It is usually
an important function what comes to internal comivation development, as the whole
development coordination is often concentratedhm internal corporate communication
function. Internal corporate communication functig designed really differently in

different organizations. In some organizations, th&ernal corporate communication
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function is large consisting of many internal conmication professionals. In other
organizations, there is not really a function baé @erson handling the tasks among his or
her other tasks. As an organization is growing, ithportance of smoothly functioning
internal corporate communication naturally increaseternal communications function is
usually placed differently in different organizais It is often placed in human resources
department. This is due to the fact that intermahimunication is evidently linked to people
and human resources issues in general. Sometit@esahcorporate communication is also
called HR communication.

The importance of corporate communications is askedged. Balmer et al. (1999, p. 256)
address that recent environmental trends (e.glexatien of product life cycles, increased
competition, globalisation and the establishmentreé¢ trade areas, mergers acquisitions
and divestitures, shortage of high-calibre pershmublic expectations for corporate social
responsiveness and breakdown of the boundariesbetthe internal and external aspects
of organisations) are forcing senior managers @ gireater import to corporate identity
and corporate communications. They are discovetimg conventional methods of
redressing identity problems are becoming progvebsiless effective because the
traditional focus has viewed corporate identity aodoorate communication as functional
rather than as strategic.

Balmer et al. (1999, p. 256-260) suggest a mucladeoed view that looks at corporate
communication. The authors' broader framework Isudd the approaches that focus on
integrated marketing communication, meaning of gragon of management and

organizational and marketing communications aspomate communications’. Balmer et

al. conclude that the marriage of corporate idgrdaiid the broadened view of corporate
communications should be reviewed as strategiddieAs such, in today's volatile business
environment corporate identity and corporate compations, when viewed and managed
from a strategic perspective, can imbue many osgadioins with a distinct competitive

advantage.

The findings of Mazzei (2010, p. 231) are similarBalmer’s as they show that internal
communication is no longer merely a message-targefnction. Instead, the internal
communication department has a key role in enciangagctive employee behaviours in
addition to delivering messages. The new role éérimal communication department
implies for internal communication managers thaytimust clarify which communication
behaviours to activate, which groups of employeesapposed to be active or passive, and
what managerial actions are likely to promote a&ctbommunication behavior. Mazzeli
concludes that developing techniques for employegegorization based on the
psychological contract is important in order tontiy the communication attitudes of
employees.

Barrett (2006, p. 386) states that corporate concation involves expansion from the
managerial skills to those abilities needed to laadorganization and address a broader
community. Communication becomes complex when tiem e need to think about how
best to communicate to all internal and externaketfolders. Again, any good
communication depends on having a strategy, bibhesudiences become more diverse
and larger, the communication strategy naturallyobges more complicated.
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It is vital to link the internal corporate commuaiion strategy to the business. It should
support the business strategy and help the orgsmzaompete more effectively. “An
employee communications strategy is naturally diffé for different types of organizations
and needs are to be based on an awareness ofpthéngaie business communication it is
designed to bridge.” (Quirke, 1996, p. 71)

Goals of internal corporate communication are detman The goals identified by Welch
& Jackson (2007, p. 18&)clude:

contributing to internal relationships charactetiby employee commitment;
promoting a positive sense of belonging in emplsyee

developing their awareness of environmental chaage;

developing their understanding of the need fordtganization to evolve its aims in
response to, or in anticipation of, environmentange.

YV VYV

The first goal employee commitment is often linkeith internal corporate communication
also in practice. Welch & Jackson (2007, p. 188)l&x that commitment can be thought
of as the type or degree of loyalty to the orgaiosa They present three different types of
commitments. Affectively committed employees arehie organisation because they want
to be there. Continuance commitment again relatélse costs of leaving the organisation,
these employees are there because they need bkerge Thirdly, normative commitment
relates to a feeling of obligation to the organmatthese employees are there because they
feel they need to be. Commitment can be positivelpacted by different types of
communication.

Internal corporate communication has also a cle@act on job satisfaction. For instance,
the research results by Hodgkinson (1987, p. 38djcate that a strong link existed
between ease or difficulty of obtaining informatiand job satisfaction. In view of this, a
greater attention is to be paid to standardizaaod simplification of procedures and
documentation, to counter complexity. AccordingAlteyne et al. (2005, p. 295), internal
service providers, such as HR function, have beetefl to re-examine their own role in
the light of a dramatic increase of organizatiateiands on them. Alleyne points out that
certain researchers consider these demands asdiotdry as the requirement is to be
simultaneously strategic, flexible, efficient, ces$tective and customer-oriented. In
addition, due to the differing roles of managerbpoworm one category of HR’s internal
customer base, it has been increasingly recogrii#dHR needs to improve its customer
orientation in order to be able to identify intdrrustomers’ consequential changing
expectations. Within such a context, it is gengralkkcepted that the more strategic the
approach to human resource management, the gteateontribution to human resources
management to organizational performance as ibisidered to powerfully impact the
policies, practices and systems that influence eygas’ attitude and performance. The
need to provide support in areas such as trainimfgrmation and documentation are
highlighted. Changes in the sophistication andlalaity of information technologies are
also arising interest. It has been argued whetteehtiman resources management function
should play a more proactive role in relation tevrtechnologies. (Alleyne et al., 2005, p.
295)
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3.9 Internal Communication Channels

The internal communications demands are large.eTaer also plenty of different ways to
apply in internal communications and various ch&t@ecommunicate through. In the first
place, it is essential that top management agnees“big picture” of what the company is
seeking to achieve. If there are different opinionshow the picture looks like, then the
internal communication specialists are facing ayvehallenging task in order to
communicate coherently. The picture must be ofraeg@osition and credibility. (Croft &
Dalton, 2003, p. 63).

Smith & Mounter (2005, p. 74) are on the same paige Croft & Dalton above, as they
state that the selection of media should not béehitjeest ranked priority on the list when
planning a strategy for internal communicationtéasl, senior management should first be
encouraged to think about what it is that needde¢ocommunicated. “A very few key
messages should be distilled because there caneeptation to swamp the internal public
with far too many ideas all at once. A desire tearaall the bases simultaneously can lead
to as much confusion as offering no informatioalat (Smith & Mounter, 2005. p. 74)

There are various internal communication channedstachniques to choose from. Croft &
Dalton (2003, p. 24) state that internal commuicatis often achieved by memos,
newsletters, magazines, intranets, departmentlitogs and email. This approach is quite
narrow.

Face to face communication cannot be forgotten d¢wday’s digitalized world. “Often
overlooked, but according to all the surveys $ti# most valued form of communication
by employees across all sectors, is face to fatet@ one communication. However, there
can be a negative side. Senior management can e assumptions that a corporate
stance is understood by all in the same way; tsbe a dangerous position to adopt. It is
necessary to check there really is mutual undedsignon critical issues.” (Smith &
Mounter, 2005. p 74) In conclusion, even if facdaoe communication should be used in
great extent, also other communication ways andratla should be used.

Smith & Monter (2005, p. 75) argue that if managetrteas chosen not to practice one to
one communication or is not doing so comprehengieabugh, the staff concerned will
find their own channels for plugging the gaps ieittkknowledge. What employees hear on
the grapevine may not be the real position builitiwtheir view have to suffice. This can
often be dangerous as employees can receive tob false information.

Face to face techniques include for instance iers, meetings, briefings and video
conferencing. Impersonal techniques include fotaimse memos, circulars, voice mails,
SMS messages, videos, radio, intranet and poitaks.essential that the top management
meets employees at regular intervals. Arrangingileegace to face opportunities for top
management to be exposed to employee thinking & good way of delivering the
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measurement and the upward feedback at one arséhe time. (Croft & Dalton, 2003, p.
63).

E-mail is nowadays one of the most used commuwicdtols in organizations. In addition
to sending formal e-mails, employees often see ie-asaa way of keeping the more
informal organizational conversation going. SmitiM&unter, (2005, p. 166) point out that
it is hard to imagine a modern organization witheumail. It is nowadays such an essential
part of communication and doing business. The sa@wbes with intranet. Internal
communicator specialists would probably all fesk lvithout e-mail and intranet.

Intranets seem to be in use in almost all big congganowadays. Smith & Mounter,
(2005, p. 80, 169, 170) remind that is hard to maimer that intranets were very much the
new gadgetry kid on the block even in the mid-1980d as recently as 1999 only 65 per
cent of companies used intranets. They highliglt th is important to remember that
screen-based media such as e-mail and intranebages easy to read as print publications.
This is a particularly important point when comneating to a diverse audience. Intranets
offer the endless opportunity to store backgroumfdrmation to be retrieved only when
needed. One great advance of an intranet is thay people can be involved in content
production. In this case copy flow management néedse planned - who will edit, and
who will check copyright. Editing and updating nedd be coherent. It is also useful to
make use of all the organization’s media to pronuske of each other.

Intranet is often managed by the human resourcB3 {tthction. In their study focusing of
the HR intranet usage, Alleyne et al. (2005, p.)3fwund out that the influence of
customers’ increased expectations impacts on thegihg role of HR and the influence
that the use of intranet technology for HR appim# has an effect on the perceived
satisfaction with the HR function. Effective andactive use of IT can have big effects on
HR. On this basis, the study helps to understarel dgnamic nature of the HR
customer/supplier role relationship and the implaat the use of new technology can have
on this relationship.

There are many innovative and modern ways of geftour message across perhaps better
than before. loffreda & Gargiulo (2008, p. 38) eipl in their article that business
communicators are using the tool of storytellingettcourage employee participation at
work. Storytelling is said to be an effective commuation tool for its emotional appeal
and less neat structure. It helps to connect wébpfe in a more visceral way as the
listener's own experiences and personal assocsatéoe triggered by them. Several
organizational areas are suggested to which sthngiecan be applied including stories
about the organization, and its business performaticcan be applied in newsletters,
presentations, intranets, annual reports, web, giteeng others. It is stated that the process
of storytelling in organizations have many obstacléor instance the difficulty and
frustration in gathering stories. However, they aeey convinced that storytelling is the
way to do it and therefore this point is worthyattknowledge.

It is a common saying that actions speak louden twards. Having various internal

communication channels available is not enoughy thleo need to be used actively to
satisfy the organization’s communication needse@1R006, p. 3) agrees on this presented
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saying as he claims that the starting point fomfpean outstanding communicator is

recognizing that communications is delivered net jhrough words, signs or gestures. Nor
it is delivered just through body language. Acti@ame a form of communication. Indeed,

they are the ultimate form of communication. Treagruence in communications occurs
when a person behaves in accordance with his bedied values. The more coherent and
copyable the message is made, the more likelyliteireplicated.

Nowadays access to information is easy. Above & stated that internal communication
channels should be used actively to provide enonigiimation for employees. However,
organizations need to be critical what to publisid &ell in order to avoid information
overload or bothering employees’ working by takimgp much of their time. Logic is
needed when deciding upon the publishing of messagd the internal communication
channels. Quirke (2006, p. 76) addresses the probtd information overload.
Organizations and individuals are bombarded witbrmation and the growing volume of
information competing for employees’ attention @nfusing rather than clarifying, and
frustration with how communication is managed i dme increase. It is a typical situation
that from the internal customer’s viewpoint, comneation seems to be overwhelming and
uncoordinated.
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4 Research Design

In this chapter, the practical methodology usedthis thesis is described. Firstly, the
research strategy is discussed. Secondly, the @as@any is presented. Following to that,
methods of data collection are presented. Finaltgearch execution is described.

4.1 Research Strategy

There are three traditional research strategigseraxental research, survey research and
case study. (Hirsjarvi et al, 2000, p. 35) In t@se,survey researcls executed meaning
that this study is quantitative. Quantitative reskais used widely in social sciences.
Quantitative method is the best in this study asobjective is to develop and employ
theories pertaining to phenomena. The process asarement is central in this study
because it provides the fundamental connection dextwempirical observation and
mathematical expression of quantitative relatiopshiAnalyzing the research findings is
done perhaps in more qualitative than quantitatiay as the employees’ views are
interpreted. For instance the open-ended questvdhsot be quantified.

Survey research means collecting information irteeadardized format from a group of

people. It is typical for a survey research thaaeple is taken from a specific group of
people, the collected material is mostly relativetyall, the material for each individual is

in a standardized format, and usually a questioarai structured interviews are used. The
resulting material is intended to describe, compae explain the phenomena. (Hirsjarvi et
al, 2000, p. 40)

Survey research method was selected as it has prasy When the survey involves a
convenience sample, data can be collected andzathfgirly quickly. It can also be useful
in identifying various issues surrounding the resleaubject. (Schonlau et al., 2002. p. 34)
This is convenient when researching a case comphthe survey’s response rate is high
enough, the results can be generalized also to otmpanies. In this case, it seems very
possible that the findings can be generalized beytbe case company. One of the main
reasons for selecting the survey research methaokigcstudy is that surveys can provide
reliable and repeatable direction for internal camioations development in the case
company. In addition, surveys can be relativelyygasadminister, and need not require
any fieldwork. (Blaxter, 2010. p. 79) It is a grealvantage that the survey can be repeated
in the company on regular intervals, for instanneeoa year or once in two years. As the
topic of this study is quite sensitive, it is imf@ort that the employees can answer
anonymously. However, it is worth taking into acebthat employees who are willing to
respond (e.g. the most active, conscientious os lbasy employees) may share
characteristics that do not apply to the grouprpleyees as a whole, creating a potential
bias in the study.

This survey research is targeted to one case compasaning that they the study
represents a single-case study design. Differepestyof case study designs can be
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characterized through the number of cases they@m§ingle-case studies are appropriate
in circumstances where the case provides a revglagse for exploring certain aspects of
phenomena previously inaccessible to scientifiegtigation. Single-case design can also
provide an applicable means to studies of exphatature (Yin 2003 p. 49). Yin succeeds
in describing the reasons for selecting only onmmany under investigation. In-depth
information is seeked by selecting only one compamjer investigation and exploring it.

4.2 The Case Company

The case company is a fast-growing internationahmamy operating in the field of

renewable energy. The company is headquarteredniand. The company has small
offices in different European countries. The compamploys internationally about 750

people mostly in Finland and India, about 350 imdpe and 400 in India. The personnel
consist of both experienced and fresh renewableggn@ofessionals. The organizational
structure could be described fairly flat as usuallcandinavia. However, the main owner
of the company is Indian, which makes the situatdrthe company different from a

typical Scandinavian organization. The name ofcttrapany is not mentioned in this thesis
as the management does not want the company ié¢atibe revealed to public due to
sensitive information about the company. Thus, teenpany is called as ‘the case
company’ in the thesis or ‘the company x’ in thevay.

The company is quite a new player in the field. Tohenpany is generally considered to
have good products, supporting owners and all esipilities to expand operations in
order to make profit. The company is seeking fow nemployees especially with
background in renewable energy. Competition inléter market of this specific field is
intensive and companies tend to find it increagirgjfficult to find skillful experienced
professionals. At the same time the need for nefepsional employees grows as the field
is in a strong growing phase. In order to attraaw mmployees, the case company needs a
good employer brand and wants its communicationgelio positive issues about the
company. Communications need to reflect that tlepamy is dynamic, growing, youthful,
and a good place to work at. As the field is speehd the amount of professionals in the
field is limited, it is important that the curreamployees of the company are satisfied and
communicate a positive message about the companyatter where they are, for instance
when in presence of other professionals in thel fi@ho could be future employees of the
company, for instance in exhibitions, conferencaed ahen travelling. Knowing that
internal communications is in direct connectionhweémployees’ employer brand, it is
necessary to work hard to make internal commurminatcoherent, clear and fluent in order
to influence positively in how the current employegew the company.

In the case company, internal corporate commuieatifunction is owned by human
resources. Consequently, internal communicatiorgns® value the following issues:
employer brand, employee engagement and advoc&ingmployees. Based on the
experiences of the thesis author, it seems thatethssues are very important for the
internal corporate communications function and humesources department of the case
company. As well the aspect of making the compang aetter workplace and attracting

37



new personnel is considered as highly importanteissHowever, based on the experiences
of the thesis author, no matter where the intecomhmunication function is placed, its
most important function is to create value for ¢tinganization.

As internal communication is placed in the HR sitimportant to understand the mission
and goals of the department. The mission of theamrasources in the case company is to
support company’s competitiveness and ensure thetsi got at all times right, motivated
people doing the right things in right locations émable the company to execute its
business strategyin practice, this means for instance consistexupfe processes and
practices, right competencies in right locationsd alevant headcount, creating an
inspiring leadership culture, proactive competerer@ewal, attractive company image to
support recruitment and employee commitment, andkebalriven rewarding. Key actions
to obtain these all are created and being impleeaent

The case company has made an effort to equaligenaltcommunication between different
departments. During the last couple of years, tiggdst improvement in internal
communication has been setting up an intranetadtibeen developed as equal as possible
by giving all departments their own pages, newsiools as well as named content creators
who are responsible for the development of thein @areas. The internal communication
function of the case company has received plentypasitive feedback concerning the
intranet. On the other hand, management commuaitatind interdepartmental
communication have received criticism. Thus, itlddae presumed that the employees will
be especially critical what comes to managementisteddepartmental communication in
their company.

4 .3Methods of Data Collection

The data was collected by executing a survey. Sumgs used as it has many advantages
and as it suits well in this study. Goudge (20061¢) points out maybe one of the most
relevant advantages as he states that in additopraviding a conduit for positive
suggestions, surveys can play an equally importalg in innovation by identifying
problem areas. When there is an open dialogue entbloyees, there is also an early
warning system that identifies problems along wsihutions.

Using surveys can be considered as advantageousn wkeearching internal

communications in organizations. Goudge (2006, P. drgues that in looking more

generally at the overall pattern of communicatiomshin an organization, employee
research can also provide a useful means of asgeig relative effectiveness of each
element within the communications mix. As organ@ad usually communicate through
many different channels (face to face, telephommaag, intranet, video, company magazine
etc), evaluating how employees use these mediawaiah they prefer to use for different
types of information, provides a vital foundatiowr feffective and cost-efficient

management of internal communications.
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Prior to the research, it is important to be welbee of what we really want to find out in
order to conduct a good research that is usefulnfamy parties. Based on a comprehensive
literature review on the topic, a survey was plahnehe survey was planned carefully
keeping the aim in mind. It is made in two langu®g€innish and English. The
questionnaire was sent to all employees in Eurbijgka is excluded as it was decided that
the concentration area is Europe. Questions wesdenl in the defined key areas of interest
keeping the research purpose in mind. They wemaddras clearly as possible in order to
avoid false interpretations.

The survey was executed in the form of a web-basedey. The used survey program is
called Digium software. It is an easy to use taoldata collection and fast reporting. The
software can be used directly in an Internet browseollect data efficiently. Information
gathered from respondents can be reported quickty @mprehensively. “Digium is
Finland's leading data collection and feedback mament software used by over 1,000
customer organizations and 7,000 users in 45 desnifhe software is used for collecting
feedback from 20 million people per year with thelphof over 100,000 surveys and
measurements (Digium, 2011).

The web-based survey was chosen to be used as haiay advantages and it fit well in

this study. Schonlau et al (2002, p. 4-16) stas tbw-cost personal computers and the
explosive growth of the Internet over the past dechave introduced new methods of
conducting research surveys. It is now possibleotaduct an entire survey solely through
the World Wide Web or by e-mail.

A web-based survey was a good fit for the case emyppSchonlau et al (2002, p. 4-16)
present many cases when an Internet survey sheutdrsidered and all these cases match
the case company. Firstly, it should be considevedn survey is being conducted in an
organization that has a list of e-mail addressedsHe target population. The benefits in
terms of cost and timeliness are greatest whentatget population can be contacted
initially by e-mail. Secondly, they recommend atenet survey when the sample size is
moderately large. Generally, web surveys have getainitial start-up cost than mail or
phone surveys, but they have a lower marginal pestsurvey respondent. Thirdly, an
Internet survey is useful when survey contains tjores of a particularly sensitive nature.
There may be a bias toward socially acceptable arssiv surveys in which the interviewee
has direct contact with an interviewer. To avoit thias, web surveys, as well as mail
surveys, are an option. Fourthly, an Internet spiseadvantageous if the survey contains a
large number of important open-ended questionsik&lwith mail surveys, web surveys
incur no coding or editing costs because resposrgeseceived electronically.

Schonlau et al. (2002. p 66-67) address that fstaice the following issues should be
considered when designing a web questionnaire:

List only a few questions per screen.

Eliminate unnecessary questions.

Use graphics sparingly.

Use matrix questions sparingly.

Reduce response errors by restricting responsee$oi

Force answers only on rare occasions.

oA WONE
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7. Make error/warning messages as specific as possible

8. Ensure that respondents’ privacy and their peroaptf privacy are
protected.

9. Provide some indication of survey progress.

10. Allow respondents to interrupt and then re-enterdtirvey.

All the 10 issues were taken into consideration whesigning the survey. Only a few
guestions were listed per screen. No unnecessastiqns were included. No graphics
were used to make sure that the respondents wilinterpret questions falsely in light of

accompanying graphics. Only a few response choie® provided. The most of the

questions were voluntary. Naturally the backgroumidrmation was compulsory. The

system provided very clear error messages. Prightye respondents was protected with
SSL secured modern questionnaire. It was imposgiltieck the respondents’ identities. A
clear indication of the answering progress was ipiexz The survey could be interrupted
and re-entered.

“There are good arguments for conducting a cen$uwal @mployees when undertaking
company-wide surveys. It demonstrates that the eoms interested in everyone’s views,
avoids any problems concerning non-inclusion, alhmlva the production of actionable
reports at localized levels.” (Goudge, 2006, p. B¢ survey was sent to all employees of
the case company’s European organization. The nurobemployees was 347. The
respondents work in different positions and differdevels of the organization. The
respondents include also the members of the mareagdsam. Many respondents work in
production and assembly tasks and many in offiskstas salaried employees. Therefore
the audience is very versatile and differing opmsiaccould be expected. Anonymity and
confidentiality was guaranteed to the respondeR&spondents could answer either in
Finnish or English.

Excessive consistency in the form of long listgjoéstions using the same scales can lead
to boredom, as well as the danger that responaelt®Ilow a pattern in their answers. It
is certainly desirable to get respondents to tlib&ut the answers. (Goudge, 2006, p. 91)
In this study, the survey instrument was the qoastire that consists of open-ended items
(9 pcs) and multiple-choice items (10 pcs). Muéiighoice questions included a few matrix
guestions (3 pcs). All the multiple-choice quessiaxcept the background information
ones included 10 answering options (including aheéd answering option). The scales in
matrix questions had four different values to beosgm from. The scale wagery
unnecessary — very necessavgry badly — very welandvery useless — very usefuth
addition, a third question form used in this stuwdys a value chart with a sliding bar (15
pcs). This means that the respondents could s$igléar to the value they think is the most
appropriate. The respondents saw the percentagé®eyaslide the bar. Two scales were
used in the value charts with sliding barsty badly — very welindvery much — very little
The last question in the questionnaire was fornedlah a more complex way giving the
respondent a chance to evaluate the company as@oyer and as a company.

These various types of questions were chosen tbdirt the employees’ views in the best

way possible. For instance, if only one type ofsiiom was used, it could not reveal the
employees’ viewpoints in as versatile way as usimge different types of questions. The
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questions were also very case-specific and theyidMoave been hard to answer by using
only one question type. Value charts with slidireybwere chosen also because of user-
friendliness. It is very convenient to drag the.lRlease see the questionnaire and question
formulation in the appendix 1.

A questionnaire that is attractively presentedhwhe questions split into meaningful
sections and asked in a way that is relevant fworedents, will contribute significantly to a
successful study. The best way of assessing whétlsers the case in advance is to pilot
the questionnaire. (Goudge, 2006, p. 92) The cquasdire was split logically into various
sections to make sure that its logic is easy tlofioto the respondents. Before sending the
questionnaire to the real respondents, it is pll@@ong the human resources professionals
and some randomly selected employees in the caspayy, altogether 10 persons. The
piloting succeeded well as the questionnaire waeranced as user-friendly, and all the
guestions were thought to be are comprehensib&@mhbiguous and relevant.

The questions were interpreted by the respondents their answers will again be
interpreted in the analysis part of the thesisthid stage, research philosophy intervenes
again as it influences the aim on what is wanteactoeve in understanding the respondent.
The perspective needs to be of subjective kind ssimportant to be subjective and stay
open to new answers and understanding responddatgie et al. (2006, p. 103-104)
clarify that before analysis can begin, it's import to organize the data into a format that
can be manipulated easily. The first stage indhggnization process is to identify how the
respondents answered the questions. Questionnama@g also include open-ended
guestions. They present some challenges to tharadses. This is the case in this study.
However, this obstacle was exceeded by summarittieg open-ended questions and
collecting the most essential and common respotsése Results and Analysis. Finnish
answers to the open-ended questions were trangatkdll answers were appended to this
thesis (appendix 2).

The web-based survey software made the data pingessy simple as the several stages
involved in processing data that has been recoothegaper based questionnaires can be
skipped. The survey software also weighs the dadaceeates clear data tables and charts.
The charts show percentage values clearly andaanete interpret. In some bar charts, the
percentage value adds to more than a hundred (100)0This is due to the fact that the
respondents can pick as many alternatives as tl&y, Whe amount of alternatives to be
answered is not limited.

Data quality can be judged along a number of ligEslow unit and item nonresponse; (2)
honesty of responses, particularly for questions gkensitive nature; (3) completeness of
responses, particularly for open-ended questiards; @) low error rate in transcription into
an electronic format for analysis, when requiredthyy response mode. (Schonlau et al,
2002. p 41) In this study, employees were sentesulinks to their own e-mail addresses. It
was highlighted that answering is important. Howgas some of the employees working
in the production do not have regular access to thenails, it was likely that many of
them do not answer. There are also many employbaegnavel almost all their work time,
which hinders the answering possibility. Howevegoad response rate was expected from
the office employees as the topic is current amdmonly experienced as highly important
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in the company. The answering time was one andwedks as the company managements
wanted fast results of the survey. One reminder seas in the end of the answering time.
The employees could answer unanimously, which &ald®nesty of answers. There were
not really reasons for them to provide false infation or exaggerate, for example.
Completeness of responses again could be judgedratteiving the responses.

4.4 Research Execution

The research execution is explained in more datathis part. As told in the previous
section, the survey was sent out to 347 employHas.thesis author sent out the requests
on May 24", 2010. The e-mail delivery list was faultless ag@quests were returned to the
sender. The respondents were given one and hakksweeanswer the survey, meaning that
the last day to answer was Jurié 2010. Respondents were reminded once in the £nd o
the answering period, specifically on Jufie 2010. In the request to answer the survey, the
employees were informed what the survey concerddtf@main themes were presented. It
was informed that the survey is a part of Inkerjaies final thesis for Umeda University,
School of Business. It was also told that intecmahmunications in the case company will
be developed based on the results of this survey.employees were promised that results
and findings will be announced to all personneleylwere informed that they answer the
survey anonymously. In the end, their time andréffarere thanked.

During the answering time, many employees camemnaonegent that they have answered the
survey and gave positive oral feedback about tle tfeat someone makes an effort to
improve internal communications. No problems in veersng occurred during the
answering time and no one needed more instructionow to answer the web based
survey.

The number of respondents was 94. Low response )(2d8 was due to three reasons.
First of all, answering time was relatively shosttae company management wanted fast
results. Secondly, the company has many producatiorkers who do not have regular
access to e-mail during their work day. Thirdlyypaof employees in this company travel
often and are not able to answer to surveys asedeshnyhow, 94 responses provide a
good understanding on the situation in the com@andyit is possible to analyze the results
well. In addition, the amount of answers to opedeshquestions was impressive. The
answers indicated to the thesis author that thie te@s considered as very important.

The research results are presented and analyZedtiref to the literature review in the
chapter 5 Results and Analysis. As the presentiigamalyzing of results was made in the
same chapter, attention was paid to organize tffereit issues and themes logically
presenting and analyzing them one by one in ordesivbid confusion. The results are
presented both by charts and in writing or onlywitten. Analysis is conducted by taking
one issues into consideration at a time and réfigcthe results to the theoretical
framework. Analysis has both quantitative and datlie characteristics as a lot of
quantitative information and can be obtained bpeeglly the open-ended answers cannot
really be quantified but analyzed qualitativelyitiky to interpret the answers as well as
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possible. In the Results and Analysis, the operegndnswers are summarized by
presenting the most common responses. They préserkey points that the employees
have to say about the asked issue. All open-endsd/eas are appended to the thesis
(Appendix 2). As the author works for the case canyp the analyzing is probably easier
for her than if there would be for external perstmanalyze the answers as she knows the
practices of the company as well as the concepsterms that the employees use when
talking about internal communication.

Based on the analysis, improvement and developmeertls as well as managerial
implications are stated in the chapter 6 Conclusidgkiso some generalizations will be
made. The case company will utilize the findings timeir process of internal
communication development. The author hopes tlet#se company will profit from the
findings.
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5 Resultsand Analysis

This chapter consists of the empirical data from dguestionnaire answers and the analysis
connected to the concepts presented in the theatetieview. Answers to each
questionnaire question are presented. All the $fgecommunication themes are analyzed
one by one combining the empirical information émel analysis.

5.1 Background information

In the below chart, it can be seen that the mosthef respondents come from the
engineering department. The second most responaem® from other departments,
meaning the smaller departments of the company.tfiiné most come from service and
maintenance department. Production comes as folinik.information does not come as a
surprise as the most of the company employeeslacegin the engineering department.

Figurel

I'n which department do you belong to? (Only the biggest departments arelisted here. In case
you belong to a smaller department, choose the option " OTHER" .)

Response Amount Percentage 20% 40% 60% 80% 100%

ENG (Engineering and
1. 34| 36,17%
Product Management)

2. |PRD (Production) 9 9,57%
PRJ (Project

3. 4 4,26%
Management)
SOM (Site Operations

4. 5 5,32%
Management)
SCM (Supply Chain

5. (Supply 6 6,38%

Management)

WNC (Service and
6. ) 13| 13,83%
Maintenance)

OTHER (All other
7. 23 24,47%
departments)

Total 94 100%

The most of the employees have worked for the compar two to three years. Almost
equally many have worked for the company for I&ssta year. These numbers can seem
as surprising as the length of the employmente shert but the company is young and has
hired a lot of new personnel during the last coupblgears.
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Figure2

What isthe duration of your employment at the case company?
Answer Amount [Percentage 20% 40% 60% 80% 100%

1. |less than 1 year 25 26,60%
2. |1-2 years 23| 24,47%

3. |2-3 years 27| 28,72%

4. |more than 3 years 19 20,21%

Total 94 100%

The question “How important do you find the diffeteoles in your work community in
the execution of internal communications and asrim@l communicators?” illustrated by
the Figure 3 was asked to find out what commurocatbles do employees value. If it
turns out that they do not value some role as anwamicator, this can be taken into account
when analyzing the results further. When asking thuestion, most think that own
supervisor has the most important role. Most arthénopinion that one’s own supervisor’s
role in internal communication is very importants Barrett (2006, p. 385) states that
managers spend most of their day engaged in coneation, it is good to find out
employees value this communication and supervisotg’ in communication. Employees
seem to agree with the statement of Barrett (2@06385). He stated that mastering
leadership communication should be a priority f@nagers wanting their organizations to
consider them leaders. The employees of fast-chgngrganizations value the internal
communication role of own supervisors and othedées of the company.

It is not surprising that supervisor’s role is coesed as the most important. Subordinates
work together with their supervisors and expecbtaof information from them. This is
important to remember when developing internal camication. The supervisors’
communication role should not be forgotten in aiyasion. Senior management should
remember to communicate downwards in order to pevsufficiently important
information for the managers in below level to conmicate to their subordinates.

Department/function leaders’ role come as secomtithe most say it is very important.

This tells that the information does not usuallgehéo come directly from the management
team but middle management can communicate as Wklhagement team comes as third
and the most think that its role is very importaltost employees think that internal

communications function, thyself and co-workersypdite important roles. Open-ended
answers reveal that Managing Director and Sales wensidered as other important roles.
No role was considered as very unnecessary. Also e was mainly valued as quite

important.
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Figure3

How important do you find the different rolesin your work community in the execution of
internal communications and as internal communicator s?

very quite quite very Total
unnecessary | unnecessary | important | important
(Value: 10) (Value: 9) (Value: 8) | (Value: 7)
management team 100
(avg: 7.54) I
department/function 100
(eaders (avg: 7,53) I .
own supervisor (avg: 100
7.35) I
human resources (avg: 100
7.82) N
internal
o 100
%
function (avg: 7,71)
100
co-workers (avg: 8,01) _
%
100
ourself (avg: 8,18
voursef (avg: 8,16) N
( 8.17) 100
g %
Total 3% 10 % 46 % 42 %

When asking “How do you think that these personslifferent roles have succeeded in
internal communications at the case company?” rtusk that management team and
department/function leaders have succeeded quiliy.bEhe figure 4 illustrates this. Most
think that supervisors, human resources, interoadrnounications function, co-workers and
thyself have succeeded quite well. In overall, thest think that different roles have
succeeded quite well (51 %).

Positive findings are that the most employees pegchat supervisors, human resources,
internal communications function, co-workers angs#éif have succeeded in internal
communication quite well. It is definitely alarming see the employees’ disappointment to
communication of the management team and departimection leaders.
Department/function leaders receive the lowestescdhis is worrying as the employees
consider the role of department/function leaderseayg important. The disappointment to
management communication does not come as a surgsist was noticed in the case
company already before the survey execution. Howetlee disappointment to the
communication executed by department/function lesadees come as a surprise.
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Smith & Mounter (2008, p. 17-19) state that a Idt responsibility of internal
communication is given to senior management. Tlielress that internal communication
needs to be championed at the very top. Organimti@ed the employees to understand
what is expected of them and internal communicatdhhelp them to deliver this. They
also remind that internal communication is stillnaw discipline and that it is the
responsibility of everyone from CEO to line managed supervisor. In the light of this
statement and the responses to the question, thyses of fast-changing organizations
do not understand what is expected of them asdbeayot receive sufficiently information
from their leaders.

Figure4

How do you think that these personsin different roles have succeeded in internal
communications at the case company?

very badly | quite badly | quite well | very well |Total
(Value: 10) | (Value: 9) | (Value: 8) | (Value: 7)

management team (avg: 100
8,96) %
department/function leaders 100
(avg: 8,79) %

100

supervisors (avg: 8,41) o
(o]

100
human resources (avg: 8,29) o
(o]
internal communications 100
function (avg: 8,18) %
100
co-workers (avg: 8,18)
%
100
yourself (avg: 8,32)
%
( 9,00) 100
avg: 9,
g %
Total 9 % 33 % 51 % 7 %

5.2 Management Communication

Some of the questions were executed as slide h#nstive scale of 0-100, 100 being the
best. When asking “How do you find that the manag@ncommunication at the case
company is executed (internal communication from thanagement downwards to the
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organization)?”, the average rate turned out 34.#@jicating that management
communication is executed quite badly.

Similar result was obtained when the question “Hiayou perceive that you are able to
communicate to the management?” was asked. Thagaeurned out as 38,38 meaning
quite badly. This indicates that employees findjuite difficult to communicate to the
management.

In the next question, employees were asked to ehdlos alternatives that they think
describe management communication at the case cgntpa best. The most thought that
there is too little communication (75,53 % ). Almhd® % thought that communication is
badly organized (39,36 %). Almost as many thougdlat tommunication doesn't reach
target audience well enough (36,17 %). Anyhow, stimeaght that communication is clear
(26,60 %).

Again management scores low points in communicafitve animosity of the respondents
astonishes what comes to the opinion that theteadittle management communication.
Quirke (1996, p. 71) addressed that senior managemay not see the connection
between communication and their problems, espgoidilen they are not measured on the
levels of the communication but on attaining keyeobves. This could explain why the
management does not communicate enough from tperrdents’ viewpoint. Perhaps the
management does not really understand that monglaregommunication could really
solve many problems.

Thomas et al. (2009, p. 28, 306) found that whahe® to the communication of top
management, it is the quantity that is significamather than quality of information. In

addition, they found that trust was very closelgdtito perceptions of organizational
openness, which, in turn, predicted employee irmmlent. Figure 5 shows that quantity of
information should be definitely added, and basadtle findings of Thomas et al., it

would be very important to increase the amountashmunication as it is quantity that is
significant rather than quality. Adding the amowohtcommunication would then increase
employee involvement and trust in fast-changingorzations.

In the study by Van Vuuren et al. (2000, p. 124ydis shown that communication leads to
a central attitude, commitment. The gap betweety dateractions and the intangible

attitudes was bridged by showing that listening giving feedback are key activities in

enhancing commitment. As the employees of this casepany seem disappointed that
there is so little management communication, isgary to think what happens to their
commitment and motivation. Personnel turnover ef tase company is quite high, which
indicates that the commitment level is not veryhhighus, there is a lot of issues to be
improved what comes to management communicatiosedan the research findings, the
first step could be taken simply by increasing it.

In addition to the fact that the employees thinkt ttihere is too little communication, they

are concerned of the issue that communicationd$ylmganized and that it does not reach
the target audience well enough. In addition tegasing management communication, the
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case company should clearly pay attention in omjagimanagement communication in a
systematic way as well as to target it better.
Figure5

Choose the alternativesthat you think describe management communication at the case
company the best.

Answer AmountPercentage 20% 40% 60% 80% 100%

there is too much
1. o 0 0,00%
communication

there is too little
2. o 71| 75,53%
communication

communication is
3. . 12 12,77%
sufficient

communication is
4. | 21| 22,34%
difficult to understand

5. [communication is clear 25| 26,60%
communication is badly

6. . 37| 39,36%
organized
communication is well-

7. . 7 7,45%
organized

communication doesn't
8. |reach target audience 34| 36,17%
well enough

communication
9. |reaches target 10, 10,64%
audience well enough

Some other issue,
10. 4 4,26%
what

Some other issue, what

Communication should be open and regular.

There is no communication.

What communication?

No clear information concerning company confidential issues when they become public.

The responses to the open-ended question “How cmadagement communication be
improved? Feel free to express your thoughts mlabe management communication.”
could be summarized as following:
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* More communication, less rumours.

* Regular business updates.

* More openness, transparency, encouragement andatiari.

« Key persons shall pool the information and forwiarall people in the work group
within regular meetings.

* Internal marketing through communication.

* Also negative issues must be communicated.

* More communication about finance and sales sitnatio

* Management communication improves motivation.

Quirke (1996, p. 78) stated that senior manageesl ne choose whether to manage the
elements of communication mix or to be managed H&y grapevine. Many employees
address rumors in the answers to the open-endesligng It seems that the management
of the case company has partly chosen the grapewinieh according to Quirke does not
lead to good results.

The employees tell that they are in need of momnopss, transparency, encouragement
and motivation from management communication. Theggest that key persons in the
company could pool the information and forward lopaople in the work group within
regular meetings. They also mention that the managécould execute internal marketing
through communication. These are all relevant ssijmes. If they are implemented, it is
very likely that the employees feel better aboetrtbrganization. Drake et al. (2005, p. 13)
pointed out that employees should feel proud topebple what they do and where they
work. When they feel like that, everyone will knatv— especially the customers. To
conclude this, when employee suggestions and iaeabkstened by the management, they
represent their employee proudly.

The employees mention that also negative issuesigio® communicated. This is in line
with Drake et al. (2005, p. 13) as they pointedtbat employees must be treated as grown-
ups who can handle the truth, even when it's urgalea As employees are dedicated to
working together to build your business, they niegkceive also the negative news.

Quirke (1996, p. 68) states that the most orgaizatrecognize the need for good
communication with their employees. However, emp®yesearch consistently shows that
majority of employees do not know where their comes are going and what they are
trying to achieve. According to the above open-enaieswers, the employees do not know
where the company is going and would expect muctiebeerformance from the
management what comes to communication. Thus, tdtensent of Quirke is proved
correct also in this study. The organization surefcognizes the need for good
communication but fail to deliver the most essémtitormation to the employees.

Some employees address that management communigagooves motivation. This is in

line with the statement of Kalla (2005, p. 311)she argues that that effective knowledge
sharing appears to increase the efficiency of eyaas, and also enhance their motivation
and the feeling of security. This is one of thesmg® why management communication
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should be improved in fast-changing organizatidnsould be improved for instance by
adding it, making it more regular and open and comigating about the important issues,
e.g. sales and finances of the organization. Tloigladvimprove personnel’s satisfaction to
management communication in fast-changing orgapoizsit

5.3 Team and Supervisor Communication

The next theme was team and supervisor communmicatidhen asking “How does
communication function inside your team?” the agerapinion was that quite well (avg:
54,54).

When asking “How do you perform in communicatiosid®e your team?” the average
opinion was again that quite well (avg: 56,8).

When asking “How much does the global business renment complicate team
communication?” the average was 43,23, meaning ttteatglobal business environment
complicates team communication only quite little.

The question “How does the communication with ysupervisor succeed?” received an
average value of 63,07. This means that the emefoperceive that communication with
their supervisors succeeds quite well.

The question “How much can you influence in thecegss of communication between your
supervisor and yourself?” again received an averajee of 59,82, meaning that the
employees are in the opinion that that can infleendhe communication quite much.

Team communication received quite low scores frdra émployees. The employees
perceive also their own communication performamctheir team quite moderately. More
positive perceptions could be expected. The empkysee that the global business
environment complicates the team communication omqyte little, which is good
information as fast-changing organizations oftendtd¢o operate in ever globalizing
business environment.

When the employees were asked “How important do fyaii the different roles in your
work community in the execution of internal commnuations and as internal
communicators?” earlier in the questionnaire, tlestthought that own supervisor has the
most important role. When they now stated thatcb®munication with their supervisors
succeeds quite well, it adds value to the respasstéhe meaning of supervisor is valued
most in internal communication. Thus, it can beestdahat the employees in fast-changing
organizations value communication with their supms and perceive that it also succeeds
quite well.

Alleyne et al. (2005, p. 295) stated that the wflenanagers has substantially changed in

workplaces in recent years. This is partly as alted market developments, but also due
to new technologies used by the organizations irchwthey work. The environment and

51



demands grow constantly. Even if this is true,gtpervisors of the case company succeed
quite well in communication with their team membeféis shows that despite of the
changes in manager roles, supervisors are ablertorm well in communication with their
team members.

The employees understand that they are able toomeptommunication in their teams by
their own actions. Baker (2002, p. 7) stated thapleyee satisfaction with upward

communication tends to be lower than their sattgfacwith downward communication.

However, the employees are really in the opinioat tthey can influence in the

communication quite much. This finding differs frahe one of Baker’s. Thus, blaming the
supervisor on bad communication is not always gevOne can also look in the mirror
and think ‘How can | improve the situation?’ Accorgl to this study, it is really possible

that team members can affect the team communicateantially by themselves. If team
members see problems in communication in their téaisirecommendable that they try to
improve the situation by themselves. This probahbkes it easier for the supervisor to
improve the communication as the supervisor notites also others are keen on
improving the situation.

The responses to the open-ended question “How couidr supervisor improve
communication in your team?” could be summarizetbbswing:

e More open and regular communication.

« Practicing own initiative and communicating opeabout different issues.

* Regular meetings, but also other forums.

* Reserve more time for it.

» Discuss.

* More clear and systematic communication.

* Coming to see the team.

* Giving everyone an equal chance to express oneself.

* Giving info from management team and about the @mpsituation, finances,
projects, HR...

The open-ended answers show that employees wdddtdi see their supervisors more
often. They seem to value face to face communicat8mith & Mounter (2005. p 74)

argued for the importance of face to face commuimgaThe findings of this study are in
accordance with Smith & Mounter’s.

Thomson & Hecker (2000, p. 49) highlighted the imt@oce of emotional capital and
winning hearts. This study supports also this statd as the employees say that it is
important that the supervisor comes to see the tgairthat the supervisor gives everyone
an equal chance to express oneself. The answégstrfat treating subordinates well and
with respect is simply very basic and essential.

The open-ended question “How could you improve comigation in your team?” also
received plenty of answers that are summarizedabelo
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* Ask always if I don’t know.

* Communication all issues in weekly meetings.

» Participate in coffee break discussions.

* Be braver and more open in own opinions.

«  Remember to communicate topical issues to the team.

e ldon’'t always know if | can communicate or not,|ston’t.

* Be more proactive.

* | could try to think what my colleague needs to\wno

* Try to get more info to be shared.

e | could arrange more open agenda meetings for idge@stions and such.

Based on the above open-ended answers, the emplagkrowledge that they are able to
improve communication in their teams in many w&mythe (2007, p. 10) argued that the
challenge to leadership is to see employee engageasea way of management or as a
philosophy which influences the way managers amisisors exercise a more inclusive
style of decision making. Employees are the primmandels of the culture and it is they
who will live or belie good engagement practicetha light of the employees’ answers, it
is more up to the supervisors than to the employbemselves to involve them in
improving of team communication. Perhaps the supers are not aware that their team
members have such good ideas about the team comemioni development. Smythe’s
(2007, p. 20) statement that supervisors have aoegin encouraging their team members
to communicate and in sharing their opinions arehsdseems very relevant in this case.
Smythe (2007, p. 23) reminded that people worknnals spaces in the organisation and
that for the most employees, communication and gemgeant lies in the gift of the local
supervisor. Therefore, the employees working in-¢aganging organizations should be
encouraged to communicate upwards. Smythe (20030 gees engagement as a practical
capability which leaders, at every level in an oligation, can develop and utilise to invite
their people to bring the best out in themselvesttieir own benefit and for that of their
colleagues and the company. Employee engagemelt beuwused more broadly in fast-
changing organizations.

Figure 6 illustrates the answers to the questiohotSe the alternatives that you think
describe the team communication at the case comparyest.” When the employees were
asked to choose the alternatives, the most thotgitthere is too little communication
(55,06 %). Secondly, they thought that communicati® badly organized (37,08 %).
29,21% were in the opinion that communication iffigent. AlImost 30% thought that
communication is clear. It is interesting to seat tthe employees feel the need of more
team communication just as they feel the need foremmanagement communication.
However, it is good to notice that some employessgive that there is sufficiently team
communication. Those teams most likely functionlwglso the clarity of communication
Is positive as the company is international anddmaployees in many different countries.

It is evident that the employees are happier wighesvisor and team communication than
with management communication. However, there st @f room for improvement. The
need for more communication and more regular aregh @@mmunication arises again. In
the theoretical framework, Barrett's (2006, 38688 tement was discussed. He stated
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that without effective communication manager acksehttle and is not an effective leader.
Especially the answers to the open-ended questippost the statement of Barrett.
Respondents are in need of effective communicdijotheir supervisors. They are in need
of regularity. Barrett also stated that when CE®s @&ther senior executives in all
industries and countries are asked to list the nmpygortant skills a manager must possess,
the answer consistently includes good managemdts. &arrett also states that managers
spend most of their day engaged in communicatiahpaasented communication occupied
70 to 90 percent of managers’ time every day. Tésearch does not indicate how much
time managers actually spend on communication boivs a strong need for regular and
open communication. This study supports Barrettsctusion that mastering leadership
communication should be a priority for managers tuwgntheir organizations to consider
them leaders. It also seems important that supes/in fast-changing organizations
understand to treat everyone equally and make§@m i@ communication.

Figure6

Choose the alternativesthat you think describe the team communication at the case company
the best.

Answer AmountPercentage 20% 40% 60% 80% 100%

there is too much
1. o 0 0,00%
communication

there is too little
2. o 49| 55,06%
communication

communication is
3. o 26| 29,21%
sufficient

communication is
a. |, 18| 20,22%
difficult to understand

5. |communication is clear 25 28,09%

communication is
6. . 33| 37,08%
badly organized

communication is well-
7. ) 11 12,36%
organized

communication doesn't
8. |reach target audience 23| 25,84%
well enough

communication
9. |reaches target 17, 19,10%
audience well enough

Some other issue,

N

10. 2,25%

what
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When asking “How do you think the communication teams and supervisor
communication could be improved? Feel free to esgrgour thoughts.” the employees
gave plenty of improvement ideas, such as:

*  Weekly meetings.

* More training for supervisors.

» Brief informal regular discussions, e.g. twice armmo

* The team could be places in one space/room.

* More information about business situation, sales et

* More open activities.

* Not everything needs to be written, oral commumaceatvorks the best.

e Address the importance of communication.

* More resources so that work could be done systeaiigti

* More arranged communication between offices.

* Information about engineering projects alreadyhe beginning phase in order to
have clear roles and responsibilities.

* More arranged events to teams.

Thomas et al. (2009, p. 303) found that informattoming from top management is rarely

specific to an individual’'s job but is generallyctesed on the big picture. Top management
then depends on supervisors to translate thisaavstiformation into more task-related and

relevant communication. Supervisors must be trusteshow them the connection between
their jobs and the organization’s goals and to ®¥he more specific information needed

to perform their jobs well. Based on the aboveifigd of Thomas et al. and the above
open-ended questions, it is worrying that the eyges state that weekly trainings, regular
discussions, open activities and event, oral comeation and arranged communication

between different locations are missing or lackifigis means that supervisors are failing

the top management. If the supervisors obtain mé&tion from the management but do not
share it downwards to their teams, the employeesatidiave a clear direction to do their

jobs. As Thomas et al. (2009, p. 303) stated, eyegl® are depended on high-quality

information needed for job execution.

In conclusion, employees in the case company aite §appy with communication with

own supervisors. However, they need more commuaitand would like it to be open

and regular. They need their supervisors to beeptegnd provide information about the
business situation and other topical informatiohey also recognize their own important
role as communicators and usually acknowledge thairyone is able to improve

communication in a team. Regular team meetingsvaliged highly and are perceived as
excellent forums to share information.

5.4 Interdepartmental Communication

When asking “How do you perceive that the commuroocabetween different departments
function at the case company?” the average answsr3®,14 meaning that the personnel
are in the opinion that interdepartmental commuiooafunctions quite badly.
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The same rate continues when asking “How do yowens® that communication from
other departments to your department succeeds®’avarage answer was 35,32 meaning
that communication from other department to on&/a department succeeds quite badly.

When asking “How do you perceive that communicafimm your department to other
departments succeeds?” the answers are a bit meitvp. The average answer is 41,73.
This means that the employees think that commupitdtom their own department to
other departments succeed quite badly, but anyloovewhat better than other departments
succeed in the interdepartmental communication.

Next, the employees were asked to choose the aliees that they think describe

interdepartmental communication at the case compheybest. Figure 7 illustrates that
82,22 % thought that there is too litle communarat Ten percentage less (72,22 %)
thought that communication is badly organized. 22% were in the opinion that

communication doesn’t reach the target audiencé emelugh. One third (33,33 %) of the
respondents thought that communication is diffibbltinderstand.

Almost all the employees agreed on the fact thateths too little interdepartmental
communication and that it is badly organized. Rit&999, p. 478) argued that by
increasing the interdepartmental communication,calbed network competence can be
improved. As the results show that there is tatelinterdepartmental communication, it
can be argued that if fast-changing organizationgxrease interdepartmental
communication, their network competence improves.

Ritter (1999, p. 478) explained that interfunctiohaarder may be broken down through
cross-functional seminars and workshops, throughtdd personnel exchange between
departments or through implementing communicati@ams (e.g., company newspaper or
a new web page). Such efforts do not only providpdrtant insight into information but
also allow a better understanding of others' pmséti As the employees of case company
really need more interdepartmental information, enactivity between departments need to
be arranged in fast-changing organizations, fotamse cross-functional seminars and
workshops should be arranged in. If more interdepamtal activity would be organized,
the employees would probably think that it is najamized so badly anymore and that is
reaches the target audience better. Now they dfnieel that it is badly organized. It
seems that a lot of improvement measures to inparttental communication are needed
in fast-changing organizations.

Walton et al. (1969, p. 539) argue that departmeitiich are hard to contact tend to be
prone to conflict; whereas departments that haseesyatic difficulties in contacting others
tend not to. In the light of these arguments, tlestndepartments of the case company are
prone to conflict.

Walton et al. (1969, p. 539) also found that departts experiencing high
interdepartmental conflict tend to create departmede barriers to inward
communication. For example, they may isolate thémsegeographically or establish
schedules that do not synchronize with the atteroptghers to contact them. In addition,
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physical barriers to communication toward other algpents increase the
interdepartmental conflict experienced by the dpant trying to communicate. In the
case company, departments are located in varioffieradit geographical areas. It is
probably a too strong statement to say that tharti@ents of the case company have
isolated themselves geographically or establislobgdules that do not synchronize with
the attempts of others to contact them. Howevereticould be some truth in the statement;
maybe some departments do not like to share infitmmand thus make it hard for other
departments to contact them. It is also very mimierwhy the employees in different
departments do not do anything for this bad siiwmati hey obviously acknowledge the bad
state of interdepartmental communication.

It could be estimated that the geographical digtamc one of the reasons why

interdepartmental communication is experienced uohsa negative way. Perhaps the
distance really makes the communication more diffias the employees do not meet even
all their own team members on a daily, weekly cgremonthly basis. This could create a
situation where too much information is left inslgpartments.

Figure7

Choose the alternatives that you think describe interdepartmental communication at the case
company the best.

Answer Amount|Percentage 20% 40% 60% 80% 100%

there is too much
1. T 1 1,11%
communication

there is too little
2. o 74| 82,22%
communication

communication is
3. o 6 6,67%
sufficient

communication is
4. | 30/ 33,33%
difficult to understand

5. |communication is clear 9 10,00%

communication is
6. . 65 72,22%
badly organized

communication is well-
7. ) 2 2,22%
organized

communication doesn't
8. |reach target audience 38| 42,22%
well enough

communication
9. |reaches target 4 4,44%
audience well enough
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Some other issue,
. 1 1,11% I
what

An open-ended question “How could interdepartmeocdahmunication be improved? Feel
free to express your thought related to interdepamtal communication.” was asked and
the responses could be summarized as following:

» Improving processes and acting according to them.

= People should understand their responsibility tommonicate and share
information.

= We should learn to understand the whole entityebetiow our work influences
other employees’ work etc.

» Internal meetings with other departments discussimgent issues.

= Clearer responsibilities should be defined in auicpsses.

» Internal feedback system could be developed.

= Communication chains should be developed (e.g. Whoform in component
changes.)

= Management level meetings with all department lesade

» Training about cooperation between different deparits.

= Cross functioning is missing almost totally.

» Department heads should communicate more oftenheaygh the intranet.

= There is no drive from supervisors.

= More informal events so that we get to communic¢atermally and get to know
each other better.

= Communication of undecided issues is difficult.

= This is one of the most important development aspat the whole company.
Information doesn’t flow.

The employees are in the opinion that there areymmeays to improve communication
between departments. They call for clearer proceasd responsibilities. Some employees
blame supervisors for the problems in interdepantaleeommunication. Hage et al. (1971,
p. 867) found that the frequency of interdepartresbmmunications is greatest with
others at the same status level. Thus, it couldhbé supervisors, for instance, in fast-
changing organizations succeed better in commungavith other supervisors. It is
possible that the information exchange is bettebetween them, but the others are left
without information. This could be why supervisavere blamed in the results of this
study.

Joyce & McGee (1997, p. 22) argue that looseningzbntal boundaries places greater
emphasis on processes, and requires improved coitaion, leadership, and resolution
of turf issues. Today's fast-changing organizatidlesid to have loose horizontal
boundaries. The employees of the case companydtadeneed for clearer processes and
responsibilities. This indicates that they have Ime¢n developed at the same speed as the
horizontal boundaries have been loosened. Noweitnsethat that the employees do not
really know whose responsibility it is to commuriee#o other departments. This is at least
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partly due to unclear processes. In addition, nesjbdities have not been communicated to
the employees. The employees provide various dpaedat suggestions; for instance an
internal feedback system. This could be one of nvaanys to improve the situation.

Interdepartmental communication results indicatat this is one of the most important
development areas in fast-changing organizatiomsneéSemployees perceive that cross
functioning is missing almost totally. Informatiemply does not flow across department
boarders and the employees are well aware ofRier (1999, p. 474-478) argues that the
key to success for organizations is to allocatdigent resources, motivate qualified

personnel, communicate across functions and opercdiporate culture. Thus, it can be
stated that the development of communication acmsgartments in fast-changing

organizations is important as it is one of the mie@ys to success. If the bad state of
interdepartmental communication is not improveds itkely that the organization does not
succeed.

5.5 Internal Corporate Communication

The survey proceeded to the internal corporate aomcation part. The next question was:
“The case company'’s internal communications fumciglocated in the human resources
department. The function executes and developgnatecommunications. From your

viewpoint, how has the internal communications fimmcsucceeded in its task?”. Now we
reached a little higher average; 56,57 meaningrtiae that half thought that the function
has succeeded quite well in its task.

When asking “How much internal communications hasrbdeveloped towards a positive
direction during your employment?”, the averagewarswas 61,57 meaning that it has
been developed quite much towards a positive dinect

The employees that they can influence in the dewent of internal communications at
the case company only quite little (42,94). Thisveer was obtained when asking “How
much can you influence in the development of irdernommunications at the case
company?”.

When asking “How much would you like to influence the development of internal
communications at the case company?” the averagweanobtained was 49,00. This
indicates that “quite little”, which means that doyees are not very willing to influence in
the internal communications development.

Balmer et al. (1999, p. 256) address that recenmtr@mmental trends are forcing senior
managers to give greater importance to corporagetity and corporate communications.
They are discovering that conventional methods edrassing identity problems are
becoming progressively less effective because rdmditional focus has viewed corporate
identity and corporate communication as functiorsher than as strategic. In the case
company, investments have been made to make ihteon@orate communication more
strategic than functional. According to the resoltshis study, it seems that the employees

59



are quite happy with the internal corporate commation function. The employees feel
that internal communication has been developeceguitich towards a positive direction
during the employments. This shows that the em@sgee that internal communication is
being developed in the company.

The employees are in the opinion that they canuémfite internal communication
development of the case company quite little. Téw®ynot very keen on participating in its
development either, as the results indicate thet tant to influence in the development of
internal communications quite little. One mightntkithat everyone needs to own some
responsibility for it but maybe the employees do see it that way. Smythe (2007, p. 30)
argued that involvement in decision making is aessity for supervisors and managers to
release the wisdom and experience of their pedpies. argument could be applied also in
this matter. It can be argued to be problematit ti@ employees think that they are not
really able to influence in the development of ing# communication. Internal
communication development is not maybe part of toee decision-making in the
company, but however essential in an organizatothe light of these findings, it can be
stated that efforts should be made to involve egg®e in internal communication
development. It can be made in a fun way not te libe employees and make them not
want to participate in it.

Croft & Dalton (2003, p. 63) argue that it is edsdrthat top management agrees on a “big
picture” of what the company is seeking to achidzéhere are different opinions on how
the picture looks like, then the internal commutiara specialists are facing a very
challenging task in order to communicate coherenilige picture must be of clear
exposition and credibility. As Croft & Dalton statas, it can be considered as problematic
that only 35,37 % (see Figure 8) are in the opinibat the internal communication
organized by the internal communications functiswiell-organized. The management
probably gives confusing ideas on what the compsusgeking to achieve through internal
communication. This again makes it relatively difit for the internal corporate
communication function to execute, coordinate aenketbp communication.

When the employees were asked to choose the dltas#hat they think describe internal

communication organized by the internal communicetifunction at the case company the
best, more than half were in the opinion that comigation is clear (54,88 %). Less that
half (46,34 %) thought that communication is suéiit. About one third (35,37 %) thought

that communication is well-organized. About the sgpercentage (32,93 %) were in the
opinion that there is too little communication. Tigure 8 illustrates this.

The most of the employees think that internal comication organized by the internal
communications function is clear and that some @b point out that communication is
well-organized. These are positive findings illasttg that the company has done
something right as Quirke (1996, p. 76) argued thabmmunication is not coordinated
and orchestrated, the individual has to edit thtel down to manageable levels using his
or her own priorities which are unlikely to matdiose of the business as a whole. He
continues that from the internal customer's viewpoicommunication seems to be
overwhelming and uncoordinated. Each businesshusily produces information which it
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feeds into the communication channels. This seentganbe a problem of the internal
corporate communication function of the case compan

Figure8

Choose the alternatives that you think describe internal communication organized by the
internal communications function at the case company the best.

Answer Amount|Percentage 20% 40% 60% 80% 100%

there is too much
1. o 1 1,22%
communication

there is too little
2. o 27| 32,93%
communication

communication is
3. . 38| 46,34%
sufficient

communication is
4. | 8 9,76%
difficult to understand

5. |communication is clear 45| 54,88%

communication is
6. . 10, 12,20%
badly organized

communication is well-
7. ) 29| 35,37%
organized

communication doesn't
8. |reach target audience 15/ 18,29%
well enough

communication
9. |reaches target 25| 30,49%
audience well enough

Some other issue,

10.

w

3,66%
what

An open-ended question “What information do you smifom daily internal
communications of the case company?” was askedha&nanswers could be summarized as
following:

» | miss global information. Now we don’t hear frondla.

» | would need tools and aid to be an excellent comioaior.
* Future scenes.

= Communication about general issues functions well.

= E-mail roundups and intranet have been positivegés.

»= More information about projects and project SUCEESS

= Business updates, financial information etc.
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» Regularity and content is important.
= Nothing.

Quirke (1996, p. 67-79) argues that the role cénmal corporate communications function
is to give managers tools to improve communicatidg.the employees state that they
would need tools and aid to be an excellent comoatior, it seems that the function has
not succeeded in this well enough. More commurooatools and aid should be provided
for the employees, especially on a managerial level

In the context of various questions, employees esgrtheir wish for more financial
information. Hodgkinson (1987, p. 328) addresses tine most companies faced with the
need to increase profits focus their energies gia rwontrol of finances. Implicit in this
strategy is the belief that the greatest opporesifor increased effectiveness lie in
tightening up budgetary control procedures andhi iteallocation of budgets to areas
yielding the most immediate payoffs. This often hagleasant side effects for staff,
increasing pressure on them to perform and foronggnizational change. This is the case
also in the case company. It seems that the emgdoyender about the financial situation
and would really need more information about tinaricial situation of the company. They
seem to be worried about the security of their jobs

The employees give also positive feedback staliaggcommunication about general issues
functions well and that e-mail roundups and inttamave been positive changes in the
company. This shows again that the internal cotpo@mmunication function has

succeeded in some development areas. However, nipoygees seem to miss global

information. This indicates that the provided imh@tion is mostly local and should be
developed into a more global perspective, if thenagement agrees with this. The
employees seem to value global information.

Next, an open-ended question “How do you think ttie internal communications

organized by the internal communications functionld be developed? Feel free to
express your thoughts related to the internal comaations executed and developed by
the internal communications function.” was askeue @nswers are summarized:

» Internal communication could advice supervisorscammunication (means and
importance).

= There could be info televisions in cafeterias anthe intranet with the newest info.

* India news should be added to communication.

= |Intranet's content creators should be more active iupdating
departmental/functional news.

= Clearer instructions for communication, e.g. onggnojects.

= New things seem to be developed.

= Guide the person or department whose messagpubigshing.

= Weekly e-mail message about the intranet news.

= Internal communicating without asking too much.

=  Communicating also negative issues e.g. lost dealdinances.

= Communication should be increased.
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Internal communication could advice supervisors éommunication (means and
importance).

The issue of more global information arises agBaimer et al. (1999, p. 256) addressed
that recent environmental trends (e.g. increaseapetition and globalization) are forcing
senior managers to give greater importance to catpoidentity and corporate
communications. In the light of this argument, globation really affects internal
communications and it should be taken into accauits development. The employees of
the case company would clearly be interested imifggavhat happens in Asia and in other
countries. Thus, it can be stated that providingbgl information is important in fast-
changing organizations that operate internation&ls/an organization is growing fast, new
processes should clearly be developed to tacklprbi@em of too little global information
and news. In this context, the employees mentiso abme new internal communication
channels, such as info television. The channelsoobly have a big importance in fast-
changing organizations. They will be discussed arerdetail in the next part 5.6.

5.6 Internal Communication Channels

The next question concerned communication chanméks.respondents were asked “How
useful do you consider the following internal commuation channels and ways used at
The company x?”. The employees were provided a lbsg of different kind of
communication channels. The most consider thesenefflmvery useful (see Figure 9):

* Intranet

= E-malil

= Supervisors’ personal feedback

» Face to face meetings

= Management feedback to team/department
= Supervisors’ feedback to whole team

The most consider these channels quite useful:
= Mobile phone
= Office Communicator and Skype
» Departmental meetings
» Interdepartmental meetings
» Teleconferences
= Videoconferences
= Briefings held by CEO
= Free conversations in different situations
* Induction days
= Trainings organized to personnel
» Personnel events
= Remembering on special days and years of service
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Croft & Dalton (2003, p. 24) stated that internangnunication is often achieved by
memos, newsletters, magazines, intranets, depaiamefings and email. Out of those,
only e-mail and intranet are considered as veryulisd¢so by the respondents in the case
company. Therefore, one might argue whether forame newsletters or magazines are
really needed in internal communication in fastrafing organizations. Perhaps employees
are too busy to read newsletters, for instancearet and e-mail have an important role in
internal communication of the case company. Thellt®sclearly indicate that those
channels are liked.

Supervisor's personal feedback and feedback for wiele team/department and
management feedback to the team/department wevecalssidered as very useful. This
indicates that employees in fast-changing orgalmzatalue feedback in great extent. In
addition, face to face meetings are considereceas useful. Croft & Dalton (2003, p. 63)
stated that it is essential that the top managemdts employees at regular intervals.
Arranging regular face to face opportunities fqy tnanagement to be exposed to employee
thinking is one good way of delivering the measwatrand the upward feedback at one
and the same time. The employees of the case cogmpearly agree with this as they
value both face to face meetings and feedback filoen management and supervisors
highly. Corrado et al. (1994, p. 35) addressedatheming issue of management being out
of touch with its employees. They highlight thatistimportant to set up processes for
getting past this problem and provide feedback thakes sense. The case company’s
employees clearly agree with this. Thus, it cancbacluded that to improve internal
communication in fast-changing organizations, trenagement and supervisor need to be
present and give regular feedback to the orgaoizaklectronic communication does not
seem to be enough, even though it is also valughdiyhi Employees also value mobile
phone as a communication channel. If face to faeetimgs are difficult to arrange, maybe
a phone call would suffice in some cases. Also moa@@mmunication channels Office
Communicator and Skype were ranked highly by theplepees. This shows the
importance of instant communication and informat&iraring in today’s fast-changing
organizations. Many times information is neededam as possible, and instant messaging
is a suitable communication method for that.

Figure9

How useful do you consider thefollowing internal communication channels and ways used at
the case company?

quite

very useless quite useful| very useful Total
useless
(Value: 10) (Value: 8) | (Value: 7)
(Value: 9)
100
Intranet (avg: 7,37)
%
. 100
E-mail (avg: 7,44)
%
Mobile phone (avg: 7,80) 100
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%

Office Communicator and 100
Skype (avg: 7,89) . _ %
Departmental meetings (avg: 100
7.85) I I
Interdepartmental meetings 100
(avg: 7.98) [ N
Face to face meetings (avg: 100
7,60) I
100
Teleconferences (avg: 8,22) I - %
. 100

Videoconferences (avg: 8,00) I -
%
Briefings held by CEO (avg: 100
7 .86) [ [
Management feedback to 100
team/department (avg: 7,74) I _ %
Supervisor's feedback to whole 100
teamn (avg: 7,53) I
Supervisor's personal feedback 100
(av: 7,47) I
Free conversations in different 100
situations (avg: 7,68) I _ %
100

Induction days (avg: 7,92) I -
%
Trainings organized to 100
personnel (avg: 7,79) I _ %
100
Personnel events (avg: 7,92) I _ %
Remembering on special days 100

and years in service (avg:
8,16)

%

Total

2%

14 % 45 % 39 %

Next the respondents were asked “What internal comeations channel or way do you
miss in your work?” and the answers could be sunaedras following:

= MSN Messenger.

= We don't have team meetings.

= More regular management briefings.
= There are no interdepartmental meetings.
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= We should somehow communicate about visitors.

= No need for new channels but clearer usage andiatisty (e.g. Skype).
= | think the channels are sufficient.

= More personal feedback.

= Better intranet.

= Electronic bulletin board.

These open-ended questions show that especiafprefht types of meetings are missed,
more specifically team meetings, management bgefiand interdepartmental meetings.
When employees say that there are no team meeitispws that the team leader does not
acknowledge the importance face to face meetingsShith & Mounter, 2005, p. 74)
argue that according to all the surveys still thestrvalued form of communication by
employees across all sectors, is face to facefmonae communication, it is problematic is
the team leaders and other supervisors do not stadher its meaning. According to Smith
& Mounter (2005, p. 75), if management has choseh to practice one to one
communication or is not doing so comprehensivelgugh, the employees will find their
own channels for filling in the gaps in their knedbe. This is possible in the case of this
company question. As people feel that they do rmaino enough information through
official channels, it is likely that rumors anddalinformation spread in the organization.

Green (2006, p. 3) argued that actions are a fdrrmommunication. Actions could be
exactly what also the employees of this companyasehfor because they miss meetings
and personal feedback. Actions refer to visible camication, and meetings and personal
feedback represent that.

However, some say that the internal communicatibanoels are sufficient. This is
probably good news for the management and the natecorporate communication
function that put efforts to the internal communtica development. However, some state
that the intranet could be better and that new rblanmneed better instructing. Some need
new tools for instant messaging. These developrm@mniments of the employees should be
taken into account when developing the channels.

The following question concerned the company irdtadhe question “Intranet is our
official internal communications channel. How dog#s correspond to your internal
communications needs from its par80 % of the employees answered that it corresponds
quite well. 24,44 % answered that it corresponds very well33 3% answered that it
corresponds quite badly and only 2,22 % that itesponds very badly.

It is positive to see that the company intranetresponds to the employees’ internal
communications needs quite well. It seems to begpezd rather positively, which means
that it has not been a useless investment. Smilo&nter, (2005, p. 80, 169, 170) point
out that intranets offer the endless opportunitystore background information to be
retrieved only when needed. As the employees pardbe intranet corresponds quite well
to their internal communication needs from its p#ris indicates that the employees find
information in the intranet quite well when theyedat.
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In their study focusing of the HR intranet usagbeyxe et al. (2005, p. 307) found out that
the influence of customers’ increased expectatiomscts on the changing role of HR and
the influence that the use of intranet technolagyHR applications has an effect on the
perceived satisfaction with the HR function. Thegue that effective and proactive use of
IT can have big effects on HR. By analyzing thepoeses of the employees, it could be
interpreted that the intranet has increased empi\satisfaction also to the whole human
resources department as they value the intranét dighly and perceive that there has
lately been development in the internal communiceti area executed by the human
resources function. However, this is interpreteti@ahat in between the lines.

Figure 10

Intranet is our official internal communications channel. How doesiit correspond to your
internal communications needs from its part?

Answer Amount [Percentage 20% 40% 60% 80% 100%

1. |very badly 2 2,22%'

2. |quite badly 12| 13,33% -
4. |very well 22| 24,44% -

Total 90 100%

When encouraging the respondents to express thmughts related to internal
communications channels by asking “Feel free taesgyour thoughts related to internal
communication channels and their functionality le¢ tase company.”, again many open
answers were obtained. They are summarized below:

» CEO’s info events should be more often and morelegly. Lately they have been
very good and informative.

= We need discussion events with management, e.d¢stvops.

= An internal communications route map could be addethe intranet (what tool to
use, to who etc).

» We need established processes for informatiorote. fl

= Management needs to be more present and clodegitstibordinates.

= Intranet cannot be the only internal communicaticimsnnel.

= Communicator and Skype work well in communicatiathvindia.

» Interdepartmental meetings rarely happen.

= Management feedback to team/department works malgmi€oconference.

= Free conversations in different situations - adoll in Finnish so non-Finnish
speaking employees miss a lot.

Welch & Jackson (2007, p. 188) argue that commitnoam be positively impacted by

different types of communication. The above opedeeinanswers clearly indicate that the
employees really need more presence of managementlhas feedback. Based on the
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results and the above argument of Welch & Jack#ioepuld be argued that if the
management would be more present, the commitmes lef the employees would
increase.

Adding to the above statement, as Croft & Daltdd0@, p. 63) argue that it is essential that
the top management meets employees at regularvatggra clear problem can be
identified. The problem is that the management cham¢sneet the employees often enough.
This could affect negatively also to the businegxsss.

Croft & Dalton (2003, p. 63) explain that arrargyiregular face to face opportunities for
top management to be exposed to employee thinkirmné good way of delivering the
measurement and the upward feedback at one ansathe time. This is also what the
employees of the case company want. They alsdhilthey would be happy to receive
management feedback to their teams or departmbsaisnavideoconference. This indicates
that the employees in fast-changing organizationsndt value only traditional live
meetings but also using of modern conferencing ad=ths considered as fine. They seem
to understand that various locations mean moreeushghnodern communication methods,
such as videoconferencing.

It is again stated that there is a need more clgacesses for communication.
Interdepartmental meetings are considered to e &ovme think that foreign employees
are not taken into consideration well enough whaines to the language. An equal
consideration of everyone was discussed alreadyrdéh this Results and Analysis. This
IS an issue to pay attention to.

The next question concerned employer brand. Toa@gxphe word “safe”, in Finnish
language it means the same as secure. This isabpsihat it means in this survey (secure
— insecure). When asking “How do you perceive thgeccompany as an employer and a
company?”, the following results were obtained:

Bad------- Good: 56,84 = quite good

Unfair ------- Fair: 54,16 = quite fair

Unlikely to develop ------- Likely to develop: 633 quite likely to develop
Negative ------ Positive: 58,61 = quite posativ
Unsafe ------ Safe: 42,16 = quite unsafe

Dull ------- Interesting: 73,50 = quite inteties)
Unsupportive ------- Supportive: 50,03 = quitepartive

Figure 1l

How do you perceive The company x as an employer and a company? (Figure made by the
thesis author)
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Bad | Good

Unfair Fair

Unlikely to Likely to
develop / develop
Negative / Positive

Unsafe < Safe
Dull / Interesting
Unsupportive |

‘ ¢ Supportive

Dalton (2003, p. 24) state that internal commuiocet is critical to staff morale and

performance in addition to their perception of teeporation’s image. It is therefore useful
to find out what the employees think of their enyglloin general because it also tells how
well internal communication has succeeded. Whehkitgpat the figure, it can be seen that
the employees perceive their employer quite paditivThey see the employer as quite
good, fair, positive, supportive and especiallytgumnteresting and likely to develop. This
might indicate that also internal communication dnanfluenced the perceptions of the
employees on these matters.

Thomas et al. (2009, p. 303) state that when eneployelieve that the organization is a
safe place to express themselves, they are likebee themselves as more involved in the
organization’s goals. However, the employees of tlase company think that their
employer is quite insecure. This might be due t fict that the future scenarios of the
company are quite unclear and it is difficult tegict the future. This could be also seen in
other results of the survey as the employees es@detheir need for more information on
the company situation, finance and sales. Lackfofimation about the future might cause
uncertainty among the employees. Thus, it can btedtthat to add to the feeling of
security of their employees, organizations shoulolvigle regular information about the
company situation. When the employees feel sed¢hsg;, become more involved in the
organization’s goals.

Barrett (2006, p. 387-388) claims that leadersloimmunication depends on the ability to
project a positive image, or more specifically, asipive ethos, inside an organization or
outside. A positive ethos will take managers a laag towards influencing their audiences
with the intended messages. Negative ethos is ageirof the greatest barriers to effective
communication. As the employees’ perceive their leygr quite positively, it could be

estimated that the supervisors and other manages had a big impact on projecting a
positive ethos inside the organization. They haweceeded in communicating with a
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positive feeling. This is a good direction althoutpere is again room for improvement,
especially in creating a more secure and more stippstate of feeling to the employees.
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6 Conclusions

In the conclusions chapter, the main developed losians gathered by collecting and
analyzing information gained from the case studg past research are presented. Also
managerial implications for fast-changing companaesl suggestions on further research
are presented. In the end of the chapter, theeesBort evaluation on the thesis credibility.

The purpose of the study was to increase the utasheligg of internal communications and
how employees perceive it in fast-changing orgdruna.

To fulfill the purpose, employee perceptions werareined in the following four areas:

 Management communication, team and supervisor conuation and
interdepartmental communication

* Internal corporate communication function

* Internal communication channels

 How employees want to improve the above issues

Concluding the findings in the area of managememnrunication, the employees
perceive that management communication is execytet#® badly in their organization.
They find it quite difficult to communicate to timeanagement. The most are in the opinion
that there is too little communication. Almost 40 &6 the employees think that
communication is badly organized and almost as ntlaimk that communication does not
reach the target audience well enough. Some emgdoghose to describe management
communication as clear (~ 27 %). Clarity was onghefrare positive findings concerning
management communication. In overall, employeesgnez that it is failing.

This study supports the statement of Quirke (1996,71) as he stated that senior
management may not see the connection between coicetion and their problems,
especially when they are not measured on the l@fdlse communication but on attaining
key objectives. This could explain why the managendoes not communicate enough
from the employees’ viewpoint. It seems that thenagement does not understand that
adding more communication could solve some problefitgs finding indicates the
management needs to be supported in communicatios.could be done in many ways.
For instance internal corporate communication fiamctould play a noticeable role in this.

Quirke (1996, p. 78) argued that senior managees! me@ choose whether to manage the
elements of communication mix or to be managedhieygrapevine. This study indicates
that employees in fast-changing organizations vecailot of information in the form of
rumors. Thus, the management has partly chosengthpevine, either willingly or
unwillingly, which according to Quirke does not deto good results. From this we can
learn that managing the elements of communicationn®@ed to be better managed in fast-
changing organizations.
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Thomas et al. (2009, p. 28, 306) found that thentjtyais significant in management
communication. In addition, they found that trustvery closely tied to perceptions of
organizational openness, which predicts employeelement. In this light of the findings
of Thomas et al. and this study, quantity of manag® communication should be
definitely added in fast-changing organizationsitassignificance is great. We can learn
from this that adding the amount of communicatiooréases employee involvement and
trust. According to Van Vuuren et al. (2000, p. 12émmunication leads to a central
attitude, commitment. Therefore we can learn thaenv employees in fast-changing
organizations are disappointed in too little ande remanagement communication, their
commitment levels decrease. The employees addnedsntanagement communication
improves motivation. This is in line with the staient of Kalla (2005, p. 311) as she argues
that that effective knowledge sharing appears toemse the efficiency of employees, and
also enhance their motivation and the feeling ausggy. In conclusion, these findings
show the great importance of management commuaitaltis amount needs to be ample.
By adding management communication, employees feefe involved, motivated,
committed and secured.

To conclude the findings of next internal commutiara area, team and supervisor
communication, the employees of the case compartgpe that communication functions
quite well inside their team. They perceive alseirttown communication performance in
their teams as quite good. They are in the opinleat communication with their
supervisors succeeds quite well and are in theiapithat they can influence in the
communication with their supervisors quite muchwsdwaer, the employees perceive that
there is too little team communication (~ 55 %) dnal it is badly organized (~ 37 %).
About 30 % of the employees chose to tell that teammunication is sufficient and an
equal amount of employees perceive that commubpitéadiclear.

In overall, the state of team and supervisor comaoation was perceived more positively
than the state of management communication. Thee spnoblem arises in team

communication than in management communicationietislould be more of it and it

should be organized better. Barrett (2006, p. 3BB-3stated that without effective

communication manager achieves little and is noeff@ctive leader. As the employees
perceive that there is too little team communicatand that communication is badly
organized, the findings support the statement ofdBameaning that is their supervisors are
not effective leaders. These findings indicate tlatpervisors of fast-changing

organizations need to communicate more effectitvelachieve more and to be effective
leaders.

Alleyne et al. (2005, p. 295) state that the rdlananagers has substantially changed in
workplaces in recent years. The environment andadeisigrow constantly. The findings of
this study indicate that when supervisors do comoate they succeed quite well in.
Acknowledging this, we can learn that despite ef¢hanges in manager roles and business
environment, supervisors are able to perform qua# in communication with their team
members in fast-changing organizations.

The findings of this study indicate that the empley of the case company understand that
they are able to improve communication in theintedy their own actions. Smythe (2007,

72



p. 23) argued that people work in small spacehéndrganisation and that for the most
employees, communication and engagement lies ingifteof the local supervisor.
Therefore, as this study indicates that employdask tthat they are able to improve
communication in their teams by their own actiong can learn that they should be
encouraged to do that by their supervisors. Mokelyi this would improve team
communication in fast-changing organizations.

Smith & Mounter (2005. p 74) argued for the impoda of face to face communication.
The findings of this study are in accordance withitB & Mounter's as the employees
would like to see their supervisors more often hade more meetings with them. They
also value oral communication with their superssand state that communication does not
always need to be in written form. From this we tesarn that face to face communication
with a supervisor is valued by employees in fastrgfing organizations. Thomson &
Hecker (2000, p. 49) highlighted the importancesfotional capital and winning hearts.
These findings support also this argument becausesinployees seen to value human
approach.

Thomas et al. (2009, p. 303) found that informattoming from top management is rarely
specific to an individual’'s job but is generallyctsed on the big picture. Top management
then depends on supervisors to translate thisaabstformation into more task-related and
relevant communication. Based on the findings @ #tudy, supervisors are somewhat
failing the top management if they do not provid®wgh information downwards. It is
important for supervisors to acknowledge their rae important communicators and
sources of important information to the team.

Summing up the findings of interdepartmental comication, the employees in the case
company perceive that communication between diftergepartments functions quite
badly. They perceive that communication from otiiepartment to one’s own department
also succeeds quite badly. The employees think ¢batmunication from their own
department to other departments also succeeds lopily, but anyhow somewhat better
than other departments succeed in the interdepatiineommunication. In addition, the
majority of the employees (~ 55 %) perceive thatrghis too little interdepartmental
communication and 37 % state that it is badly oiggh More that 40 % are in the opinion
that communication does not reach the target aadievell enough. One third of the
respondents thought that interdepartmental comnatiaitis difficult to understand. In the
light of these findings, there is room of improverhim interdepartmental communication.

Almost all the employees agreed on the fact thateths too little interdepartmental
communication and that it is badly organized. Rit&999, p. 478) argued that by
increasing the interdepartmental communication,calbed network competence can be
improved. Knowing this and the findings of thisauit can be argued that if fast-changing
organizations increased interdepartmental commtiaicaheir network competence would
improve.

Ritter (1999, p. 478) explained that interfunctiohaarder may be broken down through

cross-functional seminars and workshops, throughtdd personnel exchange between
departments or through implementing communicatidhis kind of cross-functional
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activities should be organized is fast-changing anizations in order to improve
interdepartmental communication.

Walton et al. (1969, p. 539) found that departmexyseriencing high interdepartmental
conflict tend to create department-wide barriersntward communication. Based on that
finding and the results of this study, it seemst thame departments in fast-changing
organizations do not like to share information or rbt consider it important, and thus
make it hard for other departments to contact thédncould be estimated that the
geographical distance is one of the reasons whgrdapartmental communication is
experienced in such a negative way.

Hage et al. (1971, p. 867) found that frequencyntérdepartmental communications is
greatest with others on the same status level.,Thasuld be that supervisors, for instance,
in fast-changing organizations succeed better mmanicating with other supervisors. It is
possible that the information exchange is bettebetween them, but the others are left
without information. This could be one of the reasowhy interdepartmental
communication does not function well in fast-chaiggorganizations. Information is shared
only with some people, not all. From this we caartethat it is important to share
information across department boarders in a monepcehensive way, taking all possible
people into consideration, not only the ones orsthaus level.

Many employees of the case company expressed the fog clearer communication
processes and responsibilities in interdepartmeai@munication. Joyce & McGee (1997,
p. 22) argued that loosening horizontal boundgpleses greater emphasis on processes,
and requires improved communication and leadershigeneral, horizontal boundaries in
fast-changing organizations can be considered tquie loose. It seems that processes,
communication and leadership have not been dewvelepeugh in the case company, even
if it was required. Thus, we can learn from thigttht is important for fast-changing
organizations to develop processes, communicatmah laadership as loose horizontal
boundaries requite that.

Ritter (1999, p. 474-478) argued that one of thg tee success for organizations is to
communicate across functions. Thus, it can be dtdateat the development of
communication across departments in fast-changiggnizations is important as it is one
of the main keys to success. If the bad state @frdepartmental communication is not
improved, it is likely that the organization doex succeed.

Internal corporate communication was one of thetifled areas of interest in this study.
The employees of the case company think that iatecorporate communication has
succeeded quite well in its task of internal comioation development. However, better
organizing of communication is needed as well agenm@formation about ongoing issues.
The employees stated that communicating only thrdaogranet is not enough; it needs to
be more versatile. Employees expect internal cateatommunication function to develop
internal communication rather than think that tleeyld participate in its development.
Own communication responsibility is not taken vesriously; it seems to be easier to
blame others for its failure. The results also ¢atk that there seems to be confusion about
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who should communicate, when and what. Thus, we leam that internal corporate
communication function could assist in that, enghie form of communication training.

Balmer et al. (1999, p. 256) address that recemtr@mmental trends are forcing senior
managers to give greater importance to corporastiiy and corporate communications.
This seems to be the case also in fast-changiran@ations as internal communication has
been lately developed quite much towards a positirection.

Croft & Dalton (2003, p. 63) argue that it is edsdrthat top management agrees on a “big
picture” of what the company is seeking to achidzéhere are different opinions on how
the picture looks like, then the internal commutiara specialists are facing a very
challenging task in order to communicate coheremts/only a few employees of the case
company wanted to state that internal communicat@ganized by the internal
communications function is well-organized, it coblel estimated that the management does
not provide internal corporate communication fumcta sufficiently clear picture of the
communication goals of the company. This findingw$ the importance of management
providing clear and coherent communication obj@divto the internal corporate
communication function. More well-organized intdrneommunication can then be
obtained.

The most of the employees think that internal comication organized by the internal
communications function is clear and that some adimbd point out that communication is
well-organized. Quirke (1996, p. 76) argued thatdammunication is not coordinated and
orchestrated, the individual has to edit the ctuttewvn to manageable levels using his or
her own priorities which are unlikely to match teasf the business as a whole. This seems
not to be a problem of the internal corporate comigation function of the case company.
This finding indicates that the internal corporatenmunication functions of fast-changing
organizations tend to succeed in the coordinatiomternal communications. However,
Quirke (1996, p. 67-79) argued that the role oérinél corporate communications function
is to give managers tools to improve communicatidre employees of the case company
are in need of tools and aid to be excellent comoatiors. We can learn from this that
internal corporate communications functions of-fdsinging organizations should provide
more communication tools and aid for employeess Hrobably would improve internal
communication of different individuals in the orgeation.

In the context of various questions, employees esgrtheir wish for more financial
information. Hodgkinson (1987, p. 328) addresses tine most companies faced with the
need to increase profits focus their energies gl @ontrol of finances. This is the case
also in the case company. However, the employeesotlaeceive enough information
about finances. This finding shows that it is intpat to provide quite a lot of information
about the financial situation in fast-changing erigations.

The next area of interest in this study was comgation channels. The employees of the
case company value especially intranet, e-mail, &ewtback from supervisors and
management. In addition, face to face meetingscarsidered as very important. It is
acknowledged that virtual communication cannotaegllive communication. Nowadays
there are great virtual communication tools suclO#ge Communicator and Skype and
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they are valued highly. However, they cannot replaeeting people and communicating
face to face.

Croft & Dalton (2003, p. 63) argue that it is edssdnthat the top management meets
employees at regular intervals. In the light ofthigument and these study findings, a clear
problem can be identified as the management doemaet the employees often enough.
Croft & Dalton (2003, p. 63) explain that arrargyiregular face to face opportunities for
top management to be exposed to employee thinlsinpne good way of delivering the
measurement and the upward feedback at one anshthe time. The employees of the
case company are in the same opinion. These fiada#mgpw that management in fast-
changing organizations should meet employees atlaegtervals and most likely more
often than currently. In these instances, manageownd provide feedback to employees
and employees could provide feedback to management.

The findings of this study indicate that differdgpes of meetings are missed. Smith &
Mounter (2005, p. 74) argue that according tolal surveys still the most valued form of

communication by employees across all sectorgds fo face, one to one communication.
It is problematic if the leaders in fast-changinggamizations do not understand its

meaning. According to Smith & Mounter (2005, p.,7%)management has chosen not to
practice one to one communication or is not doingcemprehensively enough, the

employees will find their own channels for filling the gaps in their knowledge. The

findings of this study indicate that as people thal they do not obtain enough information

through official channels, it is likely that rumoend false information spread in the

organization. From this fast-changing organizatioas again learn that their leaders need
to organize different types of meetings with theinployees to discuss different types of
issues openly. As a consequence, rumors will dshinhAlso Green’s (2006, p. 3) argument
supports this. He stated that actions are a forwoofmunication. The employees of fast-

changing organizations demand for actions suchisaBley communication, meetings and

personal feedback.

The employees of the case company perceive conipaapet positively as they think that

it corresponds quite well to their internal comnuaions needs. Smith & Mounter, (2005,
p. 80, 169, 170) point out that intranets offer émelless opportunity to store background
information to be retrieved only when needed. Timglihgs of this study support that

statement. Alleyne et al. (2005, p. 307) argued dff@ctive and proactive use of IT can
have big effects on human resources. The emplayfethe case company view the intranet
positively and thus it can be argued that it hak pasitive effects on how they perceive the
human resources. Based on these findings, it caardiged that intranet is a worthwhile

investment for fast-changing organizations.

This study also wanted to increase knowledge on kbowloyees want to improve the
situation of internal communicationiBhe key findings related to that can be concludhed t
employees in fast-changing organizations would @aflg like to see more presence of
management and supervisors, for instance in tha furdifferent types of meetings and
other events. Employees feel that management apenssor communication should be
added and made more regular and open. They need mfmrmation about company
strategy and company state. If management givekea direction to employees, the
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organization benefits from it greatlyfemployees perceive unclear decision-making
structures and communication processes and wdkadidi see them to be improvethis
related especially to interdepartmental commurocati Employees would like
communication to be equalized between differenations, departments and teams. All in
all, employees are in the opinion that a lot of iayements should be made in all the
identified areas of internal communication. Manggestions for improvement measures
are presented in 6.1 Managerial Implications. Inegal, employees find more positive
issues in internal corporate communication funcaod internal communication channels
than in the identified internal communication areas

Positive findings of the study are that the empésy®f the case company are highly
committed and eager to step in and do more gredt ammd use more of their potential in
communication. They like to work for the companydamd the field interesting. It is
evident that the motivation and commitment leveltlé employees can be increased
substantially by internal communication developmériterefore, it is important to take
these research findings into careful considerasind implement improvement measures.
That could have a great impact on the satisfadimel of the employees. From these
positive findings it could be generalized that eoypks in fast-changing organizations are
eager to develop internal communication.

The thesis contributes the knowledge of internahmmnication and its development in
fast-changing organizations. A better understandihqternal communications and how
employees perceive was obtained, as well as plehtievelopment ideas. The study will

raise awareness about the issue, looked from em@dOwiewpoint. Having a better

understanding on this matter, an improved compr&kerinternal communication can be
achieved in an organization. Employees’ percept@msut management communication,
team and supervisor communication, interdepartrh@st@munication, internal corporate

communications function and internal communicatebvannels can be learned from and
thus internal communication can be developed inogenproper and efficient way. Thus,

the thesis contributes to the internal communicatievelopment practices of this type of
organizations. The outcome of this study should bemeficial especially to senior

managers, supervisors and professionals workingteérnal communication development
especially in fast-changing organizations. The ifigd are probably valuable also for
students studying communications and aiming to ymira career in an international,
modern organization. This thesis hopefully addsiirtp more knowledge and information
in the lack of research in the area.

6.1 Managerial Implications

This study shows clear implications on what fastrging organizations should do to
improve internal communication and its developmditese managerial implications are
based on an employee perspective, meaning thatatieeglerived from employees working
in a real organization and perceiving how interrr@immunications are executed,
coordinated and developed on a daily basis. Thesmagerial implications are
recommendations especially to the case companhefstudy, but also to other fast-
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changing organizations. It is possible that thes®mmendations are useful also for other
type of organizations.

First of all, it can be recommended that especialgnagement and interdepartmental
communication should be developed. All communigasbould be increased everywhere
in the organization, but especially managementiatetdepartmental communication. By
doing so, employees know company strategy andsst#twngoing issues, they are more
aware of different issues of the company and theg more committed. It is
recommendable to make all organizational commuimisanore open, systematic, clearer
and better organized. Regular team meetings, iepardmental meetings and meetings
with management are useful. More information shdawddprovided especially related to
finances and sales. It is advantageous to pay tiatterto the development of
interdepartmental communication processes. All mamibf the work community should
be reminded about their responsibility to commuteic regular intervals. Communication
tools should be provided for all employees, espigciatranet, e-mail and possibilities to
face to face meetings and versatile feedback sesskxjualizing communication between
locations and units would profit organizations.

In the light of the findings of this study, it ifacommended that management increases
communication and by doing so prevents and staperst It is useful for the management
to pay attention to openness, transparency, engeomant and motivation in
communication. Management communication can beoxgat especially by organizing it
more systematically. Regular business updates dimgufinancial and sales information
need to be provided regularly to all personnels kvorthwhile to identify target audiences
carefully in different communication situations. &udition to positive issues, negative
issues need to be communicated. Communication ghoetl be only one-way, but it is
worth providing employees ways to communicate &rttanagement.

When it comes to team and supervisor communicattois, worthy for organizations to
acknowledge that employees need to get involvadam communication and they need to
be addressed more communication responsibilitheteam. It can be recommended to
organize more open, clear and regular communicat@ninstance in the form of regular
team meetings. Simply, it is good to reserve timme dommunication. Also informal
discussions with supervisor are valuable. An adfticesupervisors is that it is useful for
them to be present and communicate orally morenatt@n in written. This is because
employees miss face to face communication and dyreaceive too much e-mail.
Employees expect the most information about thepaom situation, probably due to the
fast changes in the organization. They want and teée aware of the company situation.
Supervisors can improve the team communicationdolyessing its importance to the team.
It can be recommended for team members to initat@munication, be proactive and
participate in coffee break discussions. It is ukdbr the team if its members act
proactively and for instance arrange team evenenwieeded. It is useful to take initiative
in communication and remember to communicate tbgssaes to the team.

Coming to interdepartmental communication in mag&ad, it can be recommended that in

addition to adding the amount of interdepartmer@mmunication, also quality and
regularity would to be improved. Clarity of commaaiion is valued by employees. Before
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communicating, it is again useful to pay attentiothe identifying of target audiences. The
findings of this study indicate that it is usefal forganizations to develop communication
processes and define communication responsibilietgveen different departments. It is
useful to teach employees about their communicat@a and responsibility to share
information. Thus, this is recommended for orgatmwe. In addition to that, it is
worthwhile to monitor that set communication pree=ssare followed. Interdepartmental
communication can be improved also by arrangingilegginternal meetings with other
departments discussing current issues. This hetgdogees in understanding the whole
entity better. It is recommendable for the managene provide all department leaders
regular information about decided issues. Departmeaders could then share that
information in departmental and interdepartmentaletimgs. Also training and informal
events about cooperation between different depatsnean be recommended for
organizations who want to develop interdepartmentahmunication. Lastly, it simply
important that department leaders are active inncomcation between departments and
thus set a good example to everyone.

When it comes to internal corporate communicate@mployees expect good coordination
of internal communications and regular informatitincan be recommended that internal
corporate communication function provides regulaforimation about the company
situation, financial situation and future scenesh&sis needed in great extent especially in
fast-changing organizations. Employees expect thedrnal corporate communication
function provides this information or facilitatess icommunication. It can be also
recommended to ensure that enough information tfibferent locations of an organization
is provided. This is because employees want tambtéormation also from other locations
than their own. This also equalizes communicatietwken locations, departments and
teams. It is also useful to know that employeeseekpools and aid to be an excellent
communicator from the internal corporate commumcatfunction. As the world and
operating environments change in fast speed, itstaoh development of internal
communication can be recommended. It is useful ifgtance to take new ways of
communicating into use on a regular basis, orastley new methods and ask feedback on
them. In conclusion, the most recommendable paninternal corporate communication
functions is to make sure to provide a sufficiemioant of high-quality information about
ongoing issues on a regular basis.

It can be recommended for organizations to take aticount the most important internal
communication channels based on this study. They imtranet, e-mail, supervisors’
personal feedback, face to face meetings, manadeeedback to team/department and
supervisors’ feedback to the whole team. Thus, dditeon to the common internal
communication channels, intranet, e-mail and facéate meetings, feedback plays a big
role. Employees value feedback highly and therefoseems that feedback by different
parties really makes a difference. Thus, it is kiglecommended for supervisors and
management to provide both individual feedbackfaedback for the whole team.

“In addition to providing a regular communicatiohatinel between employees and their
managers, repeating surveys on a regular basissatloe company to build up an accurate
picture of how the organization is developing otiere. This is especially useful when

goals are set and monitored in relation to keydatirs such as employee satisfaction,
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teamwork, communication and leadership.” (Gouddg@)62 p. 101) The thesis author
agreed with Goudge and would like to give some sestigns for further research
concerning the case company in question. As thigegus conducted for the first time in
this company, it would be useful to repeat the symn at certain specified intervals, e.g.
once in two years. This would enable the reguldlovisup of the state of internal
communications in a comprehensive way, as well tasdevelopment. It would be
interesting to compare the results to the prevresslts and find out how the situation has
changed and if the applied improvement measures had the intended effect. In addition,
it can be suggested that the same research woudkdmited also in other geographical
areas of the case company. This would enable hsedmparison of findings in different
geographical areas and the company could be alddentfy its best practice globally.

6.2 Suggestions for Further Research

What comes to suggestions for further researcharoimg the topic of developing internal

communication on different organizational leveldast-changing organizations, it could be
stated that there is room for plenty of more redeafmhe topic of developing internal

communication seems to be endless and especidbyesting topic in these times as
organizations struggle in developing it.

More specific research concerning the weakestnatesommunication areas identified in
this study — management communication and interti@eatal communication — could be
conducted to find out more detailed information @hiheir state and the most applicable
development means. This would provide more speatfigrovement suggestions for the
internal communication development in those aredmch most likely would result on a
better situation in the internal communication depment in fast-changing organizations.

It could be estimated that internal communicatienedopment in the organizational areas
selected for this study will arise more and moredssion and initiate research in the near
future. This can be stated because those areasalgreat importance viewing the situation
from the organizational perspective. It could keted that organizations are dependent on
well-function communication in the areas of managemcommunication, team and
supervisor communication and interdepartmental camaoation. In addition, the need for
a professional internal corporate communicationsiction and suitable internal
communication channels is noticeable.

6.3 Credibility of Findings

The validity of the thesis needs to be measuredustely. The study was targeted to one
case company that was relevant to the researchogeirps the organization is facing
changes in fast speed.

According to Denscombe (2010, p. 267), the analgkiguantitative data should include
efforts to ensure that the data have been recoadedrately and precisely, the data are
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appropriate for the purposes of the investigatiod the explanations derived from the
analysis are correct.

As the web-based survey software was used to reberdata, it can be argued that the data
was recorded accurately and precisely. The surgéiyare is trusted to be reliable and it
fulfilled its purpose well. No mistakes in this wenoticed in the course of the study. The
obtained data was appropriate for the purposehefirivestigation as the survey was
specifically designed to answer the research pnobksttention was paid to measure the
right issues as well as to select the most ess$dimiings from the analysis. As there are
limitations to this thesis, it is acknowledged thatther research would certainly support
the findings.

“Quantitative research is associated with the pctdo of numerical data that are
‘objective’ in the sense that they exist indepenigest the researcher and are not the result
of undue influence on the part of the researchensaif or herself. Ideally, the numerical
data are seen as the product of research instramieatt have been tested for validity and
reliability to ensure that the data accuratelyadflthe event itself, not the researcher’s
preferences.” (Denscombe, 2010. p. 237) In the klhis information, the obtained data
in this study can be stated to be reliable. Thesishauthor did not influence in the
answering of the respondents but they had their tmva and peace to answer and think
about the issues. Thus, the obtained data retleetsmployees’ perceptions authentically.

Generalisability is sometimes referred to as exdevalidity. A concern that a researched

might encounter in designing the research is tlienéxo which the research results are
generalisable, meaning whether the findings magdpgally applicable to other research

settings, such as other organizations. (Saundeak, &009, p.158) This study was limited

to just one case. Denscombe (2010, p. 60) argwswvihen using this approach, the

researcher is likely to confront scepticism abdg findings. He explains that it can be

asked how far it is reasonable to generalize froenfindings of one case. The researcher
will probably find people asking questions such ‘&$ow representative is the case?”,

“Isn’t it possible that the findings, though intstieg, are unique to the particular

circumstances of the case?” and “How can you géreran the basis of research into one
instance?”

The purpose of the thesis was to increase the staaheling of internal communication and
how employees perceive it in fast-changing orgarina. It was acknowledged that there
are many organization-specific factors affectingedepment of internal communication in

such organizations. Thus, it is true that the tesare very specific to this one organization.
Also the opinions of the employees are subjectireployees’ answers represent their own
thoughts and interpretations only. As the resulés specific to one organization, straight
generalizations to other fast-changing organizatioan hardly be made. However, the
researched organization represents a case thabecdearned from also by other similar

organizations. It is likely that there are othegaorizations facing a similar situation in

internal communication development and for thoggaoizations the results are probably
very applicable. Denscombe (2010, p. 60) point that although each case is in some
respects unique, it is also a single example abader class of things. The extent to which
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findings from one case can be generalized to atkamples in the class depends on how
far the studied case is similar to others of ifgety

As straight generalizations to other organizaticarsnot be made, it is indicated that further
research is needed in this field. For instancet-daanging organizations could be
interviewed in order to obtain general more rekat#sults. This study can be applied on
the pursued research further and help provide Bpemnclusions regarding one fast-
changing organization.
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Appendices
Appendix 1

The survey

Internal communications at the company x.
Dear employee of the company x,

Welcome to answer the survey about internal communications at the company x. The purpose of the survey
is to find out the following:

1. What is the state of internal communications at The company x according to employees?

2. How do employees perceive the different levels, channels and ways of internal communications at The
company x?

3. According to employees, how can internal communications be improved at The company x?

The survey is a part of Communications Coordinator Inkeri Rajala’s final thesis. She studies a Master of
Management degree in Umea University, School of Business.

Internal communications in The company x will be developed based on the results of this survey. The results
will be announced to all personnel. You answer the survey anonymously.

Thank you for your time and effort in improving internal communications!

Best regards, Inkeri Rajala and the HR team

In which department do you belong to? (Only the biggest departments are listed here. In case you
belong to a smaller department, choose the option "OTHER".)

ENG (Engineering and Product Management)
PRD (Production)

PRJ (Project Management)

SOM (Site Operations Management)

SCM (Supply Chain Management)

WNC (WinCare)

OTHER (All other departments)

PRy
~— — — — — — —

What is the duration of your employment at The company x?

() less than 1 year
() 1-2 years

() 2-3 years

() more than 3 years

How important do you find the different roles in your work community in the execution of internal
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communications and as internal communicators?

very quite quite very

unnecessary unnecessary important important
management team () () () ()
department/function
leaders () () () ()
own supervisor () () () ()
human resources () () () ()
internal
communications () () () )
function
co-workers () () () ()
yourself () () () ()
some other role,
what () () () ()

How do you think that these persons in different roles have succeeded in internal communications at
The company x?

Iglaecm g:litlf/ quite well very well
management team () () () ()
fieeapdaerrtsment/functlon () () () ()
supervisors () () () ()
human resources () () () ()
internal
communications () () () ()
function
co-workers () () () ()
yourself () () () ()

some other role,
what

How do you find that the management communication at the company x is executed (internal
communication from the management downwards to the organization)?

very badly very well




How do you perceive that you are able to communicate to the management?

very badly very well

Choose the alternatives that you think describe management communication at the company x the best.

] there is too much communication

] there is too little communication

] communication is sufficient

] communication is difficult to understand

] communication is clear

] communication is badly organized

] communication is well-organized

] communication doesn't reach target audience well enough
] communication reaches target audience well enough

] Some other issue, what

[ L L T R R T K R B |

How could management communication be improved?
Feel free to express your thoughts related to management communication.

How does communication function inside your team?

very badly very well

How do you perform in communication inside your team?

very badly very well

How much does the global business environment complicate team communication?
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very much very little

How does the communication with your supervisor succeed?

very badly very well

How much can you influence in the success of communication between your supervisor and yourself?

very little very much

How could your supervisor improve communication in your team?

How could you improve communication in your team?

Choose the alternatives that you think describe the team communication at the company x the best.

there is too much communication

there is too little communication

communication is sufficient

communication is difficult to understand

communication is clear

communication is badly organized

communication is well-organized

communication doesn't reach target audience well enough
communication reaches target audience well enough
Some other issue, what

[ L L T R R T K R B |
[ T S S AT SN Sy S S

How do you think the communication in teams and supervisor communication could be improved?
Feel free to express your thoughts.

91



How do you perceive that the communication between different departments function at the company
x?

very badly very well

How do you perceive that communication from other departments to your department succeeds?

very badly very well

How do you perceive that communication from your department to other departments succeeds?

very badly very well

Choose the alternatives that you think describe interdepartmental communication at the company x the
best.

there is too much communication

there is too little communication

communication is sufficient

communication is difficult to understand

communication is clear

communication is badly organized

communication is well-organized

communication doesn't reach target audience well enough
communication reaches target audience well enough
Some other issue, what

e L L Fe e F R K B Ko |
[ S S S ST S S Sy S—'

How could interdepartmental communication be improved?
Feel free to express your thought related to interdepartmental communication.
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The company x's internal communications function is located in the human resources department. The
function executes and develops internal communications. From your viewpoint, how has the internal
communications function succeeded in its task?

very badly very well

How much internal communications has been developed towards a positive direction during your
employment?

very little very much

How much can you influence in the development of internal communications at the company x?

very little very much

How much would you like to influence in the development of internal communications at the company
x?

very little very much

Choose the alternatives that you think describe internal communication organized by the internal
communications function at the company x the best.

there is too much communication

there is too little communication

communication is sufficient

communication is difficult to understand

communication is clear

communication is badly organized

communication is well-organized

communication doesn't reach target audience well enough
communication reaches target audience well enough
Some other issue, what

[ L L F e T E R o R Ko |
[ S ST ST S T S Sy —'
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What information do you miss from daily internal communications of the company x?

How do you think that the internal communications organized by the internal communications
function could be developed?

Feel free to express your thoughts related to the internal communications executed and developed by
the internal communications function.

How useful do you consider the following internal communication channels and ways used at the
company x?

very quite quite very
useless useless useful useful

Intranet Wintra () () () ()

E-mail () () () ()
Mobile phone () () () )
Office

Communicator () () () ()
and Skype

Departmental
meetings
Interdepartmental
meetings

Face to face
meetings
Teleconferences () () () ()
Videoconferences () () () ()

Briefings held by
CEO () () () ()

Management
feedback to () () () ()
team/department

Supervisor's
feedback to () () () ()
whole team

Supervisor's
personal feedback

Free

conversations in

different ) 0 0 0
situations

Induction days () () () ()
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Trainings

organized to () () () ()
personnel

Personnel events () () () ()
Remembering on

special days and () () () ()
years in service

Some other, what () () () ()
Some other, what () () () ()
Some other, what () () () ()

What internal communications channel or way do you miss in your work?

Wintra is our official internal communications channel. How does it correspond to your internal
communications needs from its part?

() very badly
() quite badly
() quite well
() very well

Feel free to express your thoughts related to internal communication channels and their functionality
at the company x.

How do you perceive the company x as an employer and a company?

Bad Good

Unfair Fair
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Unlikely to develop

Likely to develop

Negative Positive
Unsafe Safe
Dull Interesting
Unsupportive Supportive
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Appendix 2

Answers to open-ended questions

How important do you find the different rolesin your work community in the
execution of internal communications and as internal communicator s?

Some other role, what

CEO (part of management team, but | would raise upnalso separately)
customer affairs (SALES, PROJECT, SERVICE & MAINTENCE)

?

sales

How do you think that these personsin different roles have succeeded in internal
communications at the case company?

Some other role, what

CEO

customer affairs (SALES, PROJECT, SERVICE & MAINTENCE)

sales

Choose the alter natives that you think describe management communication at the
case company the best.

Some other issue, what

Communication should be open and regular.

There is no communication.

What communication?

No clear information concerning company confiddnsisues when they become public.

How could management communication be improved? Feel freeto expressyour
thoughtsrelated to management communication.
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Opennes! Let’s speak about issues with their realas!

They could tell about the company situation in ftagintervals and encourage personnel to
do our jobs well. Motivating is also very importaStop rumours.

Information about company plans and goals, margefinancial situation and other basic
accounting figures are needed.

I would need information about the company situgtitifferent phases of our development
projects and overall information about our currgtiation!

They could more often inform us about where aresaéhat we do not need to speculate
anything. E.g. an update on the company situatievery two weeks.

Communication could simply be improved by addind ltere are too many rumors.

| have experienced this kind of communication wagdy A monthly communication
meeting is held where the CEO, project managerso#rat key persons tell a short update
about their own responsibility areas. Issues dedpenly to all personnel. This commits
personnel and prevents rumors.

A montly info regarding company situation. A statingoing sales projects, delivery
projects and future delivery projects. Financitdaiion, did we meet our goals or how far
are they. Some figures are needed. These issudd motivate personnel to think more,
stop rumors. Also the work place would feel morie s@&/e are floating in the air here and
nobody knows what is going on or will happen.

By increasing it and addressing the real issues.

Management's communication should always inclush®tivational message to
employees, because they always have a amount iaflmmmabout the company situation
than employees have. The company management standdder internal marketing
through internal communication. The company's eyg#s are the ones who make the
profit.

First of all, communication should be increasededfuires consistency, continuity and
regularity. Regular communication about the comfssayuation and objectives.

Currently, the communication is non-existent. Altherefore based on rumors, which then
creates distrust and misinformation. Managementlshimegin an internal communications
telling us where to go.

For instance quarterly reviews about ongoing issumeksgoals could be held. The reviews
could be found in the intranet.
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| often feel that | get a better total picture loé tmanagement thinking be reading the
external communication (interviews, etc.) instdzat the same issues would be clearly
explained internally.

Regularity, a monthly letter from CEQ's office etc.
Communication must absolutely be increased to ktopurs.

| think that the management should always informdtaff before giving a message to a
third party. The company doesn’t really inform #taff and this causes frustration and
unnecessary speculation. Communicating to the atafftrusting the staff is one of the
most important tasks of the management. This miatsvstaff.

Simply, management communication must be incresigguficantly from what is has been
so far. Silence is a bad thing and a sign anduse&s unnecessary speculations. Regular
communication from the management indicates theastaff is an important part of the
company.

Organizational transparency could be improved. iBganformation from top to bottom
and vice versa.

As the overall goals and targets are somewhat anates sometimes difficult to put
communication into context.

Transparency and reporting matters on time.

They should keep communication hours / informatiags regularly

Management has to clearly state the nature of gmsage (company confidential,
confidential); when it becomes public; but alsoyide the common message to the outside
world, i.e. partners and customers; and definetimtact persons. This lacks rather often.
Also when key persons are leaving there is comnatioic which is too late and poorly
communicated to customers (e.g. concerning thetl&EO change it is unknown to me
how this has been communicated to customers).

Increase project transparency to the project groams making processes more effective,
for example project management, and naming theoresiple persons whose adequate
access to information is ensured with processes.

Weekly updates or weekly bulletin.

Quarterly regular briefings.

Weekly meetings informing us where are we.
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Key persons shall pool the information and forwi@rdll people in the work group within
regular meetings. This is particularly needed duthé separation of our different offices.
Hence, the OFFICIAL circulation of information cand should be improved.

Quarterly reports on success of key performanceanars, production amounts and such
important information. Sharpening goals to empleygearterly. In the same event, for
instance ongoing development projects could beepited. kertoa esim. kdynnissa olevista
kehityshankkeista. Uploading a short report tcainét that employees can glance through
and know where we are.

Upcoming issues and events could be communicated.mo

Also negative issues should be communicated. Manageunderestimates the
understanding of personnel as they do not commieniegative issues.

Reasons for big changes/needs should be broudtettgr, not just to announce that it has
been decided and that's it. Understanding the waakds it would be easier to accept
changes.

CEO'’s info once a month or quarterly in differemtdtions. If CEO doesn’t have time for
the info, some other representative can substiigen alternative, CEO’s e-mail
summaries e.g. quarterly would improve the curstaie tremendously.

| don’t always remember to read the news in thenst. | therefore liked the weekly e-
mail summaries that were sent out on Fridays.

General openness. Defining the company ownershgetail. Communicating different
important issues such as profit and loss accouhbafance sheet, budget, sales projects

and sales strategies. Investment in communicatitsasin other locations, not just in
headquarters.

How could your supervisor improve communication in your team?
By discussing issues.
More time should be reserved for that.

Sometimes communication about team issues is rgatigd but sometimes again really
bad. Clearer communication about changes, goalsafaith.

By listening. My boss’ way to communicate is thatdpeaks and the others listen and
obey.

By showing up more often than once in two months.
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All messages come personally. Collective announogsrte all team members are really
rare. Would be good if we had more of those as Wenemembered that we are one team
with same rules.

More open communication.

Same medication that | gave to the management teiash.of all, communication should
be increased. Ensimmaiseksi viestintaa tulisidistitrequires consistency, continuity and
regularity. Regular communication about team'sasiten and objectives.

By initiating spontaneous communication. At the neoin if | don’t ask | do not get any
information.

Manager's interest to follow the team's operation.

Maybe the team meetings could be even more fregfeergxample, a quick review once a
week on Skype, etc.

More mutual status checks.
Regular team meetings (e.g. once a month) withapeaific agenda.
Short info meeting once a month.

Everyone should have an equal possibility to exgtiesir thoughts about different issues in
professional matters.

He could inform also in other forums than in inedrweekly meetings that we don't always
have due to lack of time.

By communicating the most important issues alsaritten. Now many things are
communicated orally in team meetings and many save left upon the memory.

By increasing openness.

Openness. Telling issues on time.

He should tell info from management team meetingst would be enough.
OK as itis.

Better response time.

By reserving/acquiring enough time for communicatid/hen too much work,
communication downwards tends to get forgotten.
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Frequent meetings for information about "big" diexis on abstract level (concept level,
machine configurations, main components...).

The most important cases should be discussedamektings via Skype. Email
communication is not the best way because it iaey to make comments in difficult
things.

He could give information directly and based onhr\t the moment, correct information
is received via non-official sources.

Top management / management team decisions shewodnmunicated more openly.
Monthly team meeting should be organised to compataipast and upcoming things.

Avoimuutta huomattavasti lisda. Huomattavasti enémkertoa firman, talouden, osaston,
myynnin, henkildstéhallinnon, projektien yms. oaalt

More openness! More communication is needed almupany’s overall situation,
finances, functions’ situation, sales, HR and potsje

How could you improve communication in your team?
If you don’t know something you probably should .ask

Team-level communication is works ok. Communicatietween teams and management
communication is not working.

In weekly meetings all open things should be raigedAnd e-mails should be forwarded
and not be left to your own inbox.

By participating in coffee breaks. It is a good waygive and receive information.

By giving information about important matters tbtaht need it.

Being more open, having more courage in my owniops)

| could give feedback and development ideas on ¢mwmunication could be improved.
Personally, | could communicate more regularly apenly.

| could try to remember to communicate currentdbibetter to my team.
By bringing up my own issues and tasks more agtivel

It is better if there is only one instance thaetkare of communication.
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I would like to communicate but | don’t always knevhat is allowed to be communicated
so ldon’tdo it at all.

| could try to understand better what informatiaghbuld communicate to my team. Often
things are so obvious that you don’t actually ustierd to communicate it.

By remembering to communicate to all interest geotlyat need the information.
Regular meetings.

More time to concentrate on reporting and commuimga

Being more proactive.

By receiving more information that | could sharscedo others.

More follow-up to discussed issues. Communicatawgefto face instead of e-mail. Hard to
get responses with e-mail only.

If I had more time | could communicate importanhgs better.
To remember to share information about my own doengd tasks more faster.

It is not necessary to always use e-mail when conicating. Often oral communication is
a better way to deliver a message. E-mail work$ agea reminder.

We should have shared events where personnel poypdse new ideas, ask about
interesting and unclear things etc...

Choose the alter natives that you think describe the team communication at the case
company the best.
Some other issue, what

Information flow between different countries is soifficient.

How do you think the communication in teams and supervisor communication could
be improved? Feel freeto expressyour thoughts.

Weekly meeting?
Managers need education!

Bi-monthly internal team discussion on a regulaifdor instance twice a month.
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Weekly team-meeting where manager tells news arpdogres can tell news from the
field.

The whole team could be located in the same offioen so that we could meet and discuss

more often and share ideas freely. From managersyauld like to have more “unsecured
news” meaning information about possible new dealsther internal information.

More open activity.

More communication is needed.

Managers should initiate spontaneous communication.
Weekly team meetings.

Especially managers but also team members shomember their responsibility to
communicate. Things should be communicated to tha@eveam.

Everyone should receive the same information. Diaassume that someone already knows
something.

Communication should happen only via certain setépersons.

Communicating should be as clear as possible andlirghould be in written form. In the
end, oral communication works the best.

New thing should be communicated also in writtemfonow it is happening mostly in oral
form.

The meaning of communication should be emphasigZddar communication channels that
everyone needing certain information could recéive

Bigger problem is communication between teamsikbel
By working according the processes.

Establishment of groups of same interests intarggpurposefully offices of different
locations for the sake of better flow of the infation.

Resources should be increased in order to work maanore organized way. At the
moment, working is out of control due to the bigoamt of work.

Engineering overall: clear communication/info eesitould be organised in the beginning

phase of the projects to have clear roles for ereryand all persons could bring their own
ideas as a reminder to project manager.
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By organizing common events to teams. Teams cdsitdrave trips to exhibitions and
other events. That would support internal and egtlecommunication.

Choose the alter natives that you think describe interdepartmental communication at
the case company the best.
Some other issue, what

Information is being concealed as much as possible.

How could interdepartmental communication be improved? Feel freeto expressyour
thought related to inter departmental communication.

It will partly be developed by itself when peoptedifferent teams learn to know each other
and others responsibilities.

Tama on mielestani yksi tarkeimmista parannusketadioko yrityksessa. Talla hetkella
viesti osastojen valilla ei vaan kulje. En kuiteakasaa sanoa miten sen voisi parantaa...

In my opinion, this is one of the most importarsuiss to be improved in the whole
company. At the moment communication between diffedepartments is just not
working. Anyway, | don’t have the answer how to none this.

Employees should understand whole picture bettew blwn work affects others work and
vice versa. Trend nowadays seems unfortunatelyehdihg to a worse direction. Most of
the people are working just on their own area avebsdot want to have wider look of
things.

More meetings together.

Management-level-meetings should be organiseddnuiuall department heads.
Sometimes it feels that different departments splealsame thing in different names and
other departments’ responsibilities and issuesiar&nown well. Actually it is not know at
all what other departments are doing. Sometimegah feels that other departments are
doing nothing.

By increasing openness and by contacting persomisnen

First of all we should have more communicatiomdéds more consistency, continuity and

regularity. State and goals and communicationedl&b interfaces of different functions
are important.
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The management should create a clear communigatomess. At the moment there is no
such functioning process. All “communication” isané in unofficial discussions and based
on rumors.

There could be more interdepartmental meetingspaogle should understand their own
responsibility to communicate different things.

| would believe that if we knew the goals of ditfat functions in the company it created
solid ground for successful communication. Manyesnmews are communicated too late
and needed persons are not consulted in the ptimencommunication. You just look at
your own department and you can not tell people sdgething is done in the way it must
be done.

We should have trainings about interdepartmensaleis cooperation. For example ERP
training should be offered to all whoneed it.

More communication about current issues. One shalwedys think if other departments
need certain information, should it be communicateithe intranet etc...

In my opinion, cross functional operation is lackedmost totally.

Department heads could inform department news witea for example via the intranet.
Some departments show good example in this. Inparti@ental meetings are important in
order to maintain connection between teams.

There has never been communication between depagnigere is a little now, but still
needs to be much more and better. Problem is (iopmyjon) that there is no drive from
managers/supervisors. Also there are very few aesgrom Board, which means a lot of
iIssues are undecided, and communication of undecsdees is difficult.

We must all work for the same goal, it is therefon@ortant that all departments have a
good understanding of the top goal as well as efdifferent goals (KSF) set by different
departments. They shall hopefully not be contraatyct

Interdepartmental communication should be impro¥ed.example regular meetings about
certain topics.

Use of key persons and information sharing in ptsje

By making processes more efficient and to by opegaccording to them.

Internal meetings with other departments discussingent issues.

We should have an internal feedback system detiggaedback from one department to
another. If needed it could reach managers as Redkent processes have problems when

it is about communication between departments. &espilities in interdepartmental
communication are not divided clearly between dmpants. These issues would pop up
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clearly through feedback system. Internal commuignavould be improved if job
descriptions of all employees would be found initlieanet so you don’t have to ask so
many people what he/she is responsible for.

Every team works on its own and information is footvarded to others if it is not
demanded. It would be good idea to contact pedyaleare involved or related to the same
case. For example if we have some product compdhanis changing: information about
change should be shared in whole chain: desigsmgcing, logistics, production, quality
management etc. The simplest way sharing of infaonmaould happen by sharing
information by creating email group and sending ietoahe whole group.

We should ass news and summaries to the intraoretxmple “the following significant
product changes are being started”, “new partnave been selected”, “following sales
projects are ongoing”, “guarantee time of followingjects have been ended” or “new
maintenance agreements have been done”. The pnogiigement team reports about the

progress of their projects; very good!

We need clear processes between departments thre dessponsibilities of different
sectors. At the moment one department does not kvitat the other one is doing and
many employees can be doing the same thing atthe §me. Information flow between
departments need also more clear processes. Efatifferent departments could be
added to intranet pages or at least many hyperénkisinstructions how to retrieve
information.

We should organise common events for example “axs@mparty” that has an official

agenda in the beginning. Also common sport evamdspaoject info meetings should be
arranged etc...

Choose the alter natives that you think describeinternal communication organized by
theinternal communicationsfunction at the case company the best.

Some other issue, what

The intranet is a good communication channel.

No communication to some external employees.

What information do you miss from daily internal communications of the case
company?

In my opinion, communication of general mattera/gking well.

E-mail summaries and the intranet have been pesitianges. Organisational changes,
sale forecasts and management communication a tiamp.
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Global activities. At the moment some global atid are not communicated here in
Finland.

I miss the most important company news and ongpiogects and how we have succeeded
in them.

Issues to be decided in the board meetings andgearent team meetings. At this moment
no such information seems to come out.

Basic information what we have already in the iméta

Business reviews, financial reviews and such.

Responsibilities, available communication chanaels other information on how to affect
the success of internal communication. In otherdsptools to be able act as a brilliant
internal communicator!

| did not know that the case company has this kiinal function. Because this is strange to
me | will not answer the question. Information abioternal communication function has

not reached me.

At the moment communication is done through oniguigh the intranet and it is not
sufficient and interesting enough channel in mynhapi.

Internal communication is not necessarily needestesdlay but regularity and valuable
content is important.

I'll give practical example. Close-down of one afrdactories was informed internally but
how about now when some little action there has ls¢&ted again?

Nothing

Topical information in the intranet about the compatructure, ownership, sales deals
etc...

Future forecasts of this company. Product changésipcoming changes.

More information about the company in every sector.

How do you think that the internal communications organized by theinternal
communications function could be developed? Feel freeto expressyour thoughts
related to the internal communications executed and developed by theinternal
communications function.

Communication is clearly being developed as nengshare piloted.
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Communication people could teach and tell managedseams about the importance and
means of communication.

There could be a video played in the intranet &edcbffee venues to inform the most
important news and other current issues.

Indian news should also be communicated.

News in the intranet is a good thing. And it isoad®od that the most important news are
still sent by email.

Communication executed by the communication fumctibiR is the best part of
information sharing. Communication of the managengeoup’s, teams and between teams
should be supported better to reach sufficientllekeommunication.

It feels that many think internal communicationdtion needs to take care of the whole
internal communication (for example one personesritews to the intranet on behalf of
different functions and their content creators)e Tinessage receiver also has responsibility
of internal communication, meaning that one camssuime to always be personally
informed. Intranet must be followed actively.

Where have the weekly messages disappeared thastagted in the beginning of the
year?

Info letter in electric form could work fine.

Intranet is important. Its look and feel could b#roved, now it looks a bit too grey.
Sometimes the most important news in the intrareehat noticed so the main topic could
be sent also by email.

To create more clear channels and instructionsectk® how to present new things, e.g.
ongoing projects.

Financial situation of the company is not infornpedcisely. Some goals may have been
decided this year; it would be nice to know abbweise.

Maybe internal communications has to guide bektemperson or department whose
message it is publishing. It can not contributéhcontent probably, however it can check
if certain items are covered in the message egp tle message contain if it is company
confidential and for how long, when does the conypaake press release etc. Just go
through short checklist of main items, so thatrttessage is complete.

Amount of communication should be increased sotti&e would not be so many

different parties that are only interested of tleeun business. If communication would be
increased in different functions, it would be easteunderstand how things are proceeding
in the company and what the priorities are. Eveeyoould get a unified understanding on
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where we are taking this “ship” and what is reqdiiit®m each one of us in order for us to
make that happen.

Weekly e-mail about the news posted to the intranet

Remarkably more openness and communication withskihg for it is needed. Also
sensitive information should be communicated topresonnel confidentially. In addition,
also more negative news such as financial situanehlost deals should be informed. We

will face those anyway in our daily work so it wdule easier to prepare something like
that. Also this kind of info would give us betteots to our daily work.

What internal communications channel or way do you missin your work?

There are no team meetings.

If there are clients visiting our company premigeshiould be communicated for example
in the lobby area or in the intranet. Visitors afen going around in our offices and that
could easily lead to a leak of confidential infotioa to client.

MSN Messenger

Manager’s feedback.

More regular info events held by the management.

In my opinion we have versatile communication clesim use and | am not in need of
any specific channel.

Team meetings and inter-departmental meetings, areahey? | apparently have not
received invitation to any of them because | hasteparticipated single one.

In the list above we see enough channels there mead to add them. It should be clarified
how to use different channel and some should kerestructed (Skype etc).

All communication channels are very useful butalbbf those are occurring. At least not
very often. To give an example: management’s feeklbmthe team is missing. If all of
those are regularly used company’s internal comoation would work very well.
Information from manager.

There are enough communication ways and channels.

Intranet, Office Communicator and e-mail are theshamportant.

Personal feedback, team related feedback would&fluf there were any.
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better intranet = intranet
nothing
Information screen where the most important newsaesented would be great.

| have never experienced a team meeting or a ngeletitween different teams. Sales
project information is needed as well as similanirthe projects, management and owners
of the company. Personnel days. Induction alsddere@mployees. Training events.
Exhibitions.

Feel freeto expressyour thoughtsrelated to internal communication channels and
their functionality at the case company.

Great job! We need you her@l

Not everyone is interested in following our intrdaénformation and too much email
sending is not good either.

Lately CEO’s info meetings have covered a lot afigs. It would be good to have those
meetings more often and regularly. The internalsietter is also a good internal
communication channel.

Discussion events with management would be needed aiten (including workshops in
smaller groups). Special focus should be in hogetiocommunication working from
bottom to up. In other words how to give feedbarkdr management. How are customer
feedback, change requests for product developroemtmunication on dangerous
situations and so on linked to internal commun@#i Should those be seen also as a
channel of internal communication? It would be lgvwe have some kind of “What’s up”
page to The intranet that gives you the informatitrat tool / to whom / by what
communication channel you could/is good/must us#ifferent communication needs.

We would need fixed processes to get informationingp For example, information
events by the CEO have in my opinion improved manant communication. Also other
channels should be developed further.

In my opinion intranet cannot be the only tool ifmernal communication. Management
should be more available and closer to employees.

Communicator and Skype are great everyday messtmpiggbetween different offices and
especially in communication towards India. In videmference meetings participants
should be instructed to look at the camera for gaewhstead of just looking at the
participants in the same meeting room. Participaiking for a turn to speak could raise
hand or otherwise indicate will to speak. Thishis tvay to prevent that people are speaking
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at the same to and nobody can hear anything.alssdisturbing when you are in the
meeting working at the same time with your laptod aot listening actively. It could be
asked if this person really needs to be in thattimge

Interdepartmental meetings rarely happen. Videaenices are better than nothing.
Management feedback to team/department doesn'ehappee conversations in different
situations - a lot still in Finnish so non-Finnigheaking employees miss A LOT.

More information is needed about what is happemrthe company. Often people are
doing parallel things.

Updates are not given very often. Forcing is th& b&ay to motivate. Managers from
different departments could regularly report reargnts from their department to the
intranet.

For very important information one cannot rely @ngmns checking the intranet; then e-
mail must be sent as well.

Introducing of Intra was an improvement becausereghat we only had the public

Internet pages in use. Although intranet is nofigeht, it is faceless and one-way directed.
Information level of the contents should be inceghs
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