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ABSTRACT

Whenever there is an aggregation of people, trefmund to be communication. Communication is thiy o
way information can be passed on from one persdhemther; through the use of both verbal and verbal
means. The organization, like every other sociaugruses communication in their daily activities; i
interactions between superiors and subordinatesgliis among colleagues, both formally and infaltyn The
objective of this study was to identify the effemiganizational communication has on the performamice
employees and the Agricultural Development Ban#t th, the three branches in the Tamale Metropdésyale
Main, Aboabo and Kaladan were selected for theystuihe design used for this study was the casdystu
Employees of all three branches were sampled Wwighcombination of both the simple random samplind a
stratified sampling. The simple random sampling wssd to acquire 30 respondents out of a populaticD
for the administering of interviews, while the sifiad sampling was used to sample 6 respondeata Aimong
both senior level and junior level employees tartierviewed. Therefore a combination of questioremiand
interviews were used to collect data from employafebe bank. Both quantitative and qualitative moels were
used for analyzing the data that was collected) ttie use of tables and figures to represent tte @ae study
showed that information about the bank is publisbedhe website and so employees have a lot of laupe
about the performance of the bank. Results alswetidhat formal, top-down channel of communicatiisn,
predominantly used in the bank. Recommendations tmrefore recommended that the bank also malkesfus
the bottom-up channel of communication.
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1.0 INTRODUCTION

Communication is the process by which informatienekchanged between a sender and a receiver (Johns,
1988). It involves passing of a message from aeend the one hand, to a receiver on the otheoutir a
medium. This medium could be through a telephotiea@aper; as in a letter or a memo and any albsired
means.

Types of interpersonal communication includes; ocathmunication- that is sending messages or infoomdy
word of mouth; written communication- which invobsesending information that is written; and nonvérba
communication- in which information does not consd words but other nonverbal means such as body
language (Steers, 1991).

Just like every other social group, the organizatias to make use of communication to function.okding to
Johns (1988), communication is important becaudefines the nature of organizations, becausepais of so
many important organizational processes, and bedausmprises so much of the time usage of orgaioizal
members.

Good communication practices are at the heart efyesuccessful business. Communication serves ssential
functions in every organization. It disseminates thformation needed by employees to get thingse damd
builds relationships of trust and commitment. Withdt, employees end up working in silos with nearl
direction, vague goals and little opportunity famprovement. Successful projects and change progeaena
rarity and real leadership is scarce (businessparémm, 2012).

Understanding the communication process is vitalnimnagers because a great deal of the managasial t
involves communicating effectively (Umstot, 198#)is through communication that mangers are ablearry
out their managerial function of planning, organggidirecting and controlling.

The aim of communication in modern management isréate a closer understanding between all empéoyee
including managers that a complete awareness «f, aimto date information and job responsibilityf @hable
each member of staff to be fully productive wheieetfvely motivated. Organizational communicatiamsists

of corporate communication which includes newststteéeports, management briefings, emails and patso
communication involves face to face discussion betwindividuals outside work structure.
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The Agricultural development bank, like all otheganizations, relies on communication among emm@eye
function. Management carries out its directivesdiing out the necessary information to employess]
employees also give feedback to their superior&rdiis also interdepartmental exchange of inforonafor
members of the bank to be able to carry out tlasks appropriately.

2. Problem Statement

Every social group, be it a family, a group of fiis, a community or an organization, requires yeungch the
use of communication in order to thrive. Giving amdeiving information is very vital for the perfoance of
roles; for it is through this that people acquipprpriate ways of acting.

The Agricultural Development Bank (ADB) in receimhés has gained popularity as one of the government
banks in Ghana that have achieved a lot of sucdémsbank has over the past few years gained afisagrt
increase in customers and it has also opened mareles across the country. With the increasingbeurnf
branches comes a significant increase in the woekfof the bank. It is obvious that for the stéftlte bank to
carry out their duties there is a heavy reliance@mmunication. All the bank branches have to natwoorder

to be able to provide identical services to theistomers. Similarly within each branch there is tieed for
communication amongst the staff for coordination.

Management has the duty of organizing communicatiathin the bank; in order words the kind of
communication that is found in an organization $saresult of the strategies employed by management
Whichever way communication is carried out witHie brganization has the potential to impact howleyges
carry out their duties, leading either to an imgnaent in performance or deterioration in perforneanc

This study sought to find out the situation thatt@ias in the bank, with respect to how communarats carried
out, as well as how it affects the performanceropleyees.

3. Research Questions

i. How do employees perceive the effectiveness of coniration in the bank?
ii. How well are employees informed on organizatioealies?
iii. Which channels are most predominant for informatimsemination in the bank?
iv. How satisfied are employees on the level of comeation within the bank and how does it affect their
performance?
4. Methodology

A quantitative data was collected from various searfor this study. The Research design adoptedhtor
collection and analysis of data was a case studyadirthe branches of the Agricultural DevelopmBanhk in
the Tamale metropolis were chosen. A Case Studgrestails the detailed and intensive analysia sfingle
case.Stake (1995) indicates that a case study reseambnicerned with the complexity and particular rextf
the case in question

The source of data to be collected will be from firémary sources. Primary sources provide firstehan
testimony or direct evidence concerning a topiceurdvestigation. The data was collected from tloekers of

the bank, who partake in the communication proeess so posses the required knowledge concerning wha
goes on in the bank and how it affects their penBoice. This data was collected through the use of
questionnaires and structured interviews.

The target population was made up of the staff gficultural Development Bank within the Tamale roewlis.
The study population was the staff of the threedinas within the metropoli§-he bank has 50 employees who
cut across management, middle level employees awérllevel employees. It is made up of various task
performing employees with different portfolios,wasll as both male and female employees.

Out of the 50 employees of the branch of the b&Akemployees were sampled for the purpose of cayryut
this research. Of the 30 sampled, 6 were interviewhile the other 24 were administered questiomsaifwo
sampling techniques were employed to ensure actigiedata collection. The first was the random glamg.
This refers to that method of sample selection twhiive each possible sample combination an equal
opportunity or probability of being selected andleitem in the entire population having an equande of
being included in the sample. This was used to Bartie 30 employees out of the population. The next
technique used was the stratified sampling to séftecsample for the interview. . The populatiorswivided
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into two strata, senior staff and junior staff. @aremployees were sampled from each stratum makiatal of
six employees for the interview.

Questionnaires, as well as structured intervievesgwised to collect data from respondents. A quasdire is a
form or a document containing a number of questimmsa particular theme, problem, issue or opinmté

investigated. The use of questionnaires was apijatepior this study because it is economical. $baleduces
biasing error as a result of the absence of thenir@wer and also provides some degree of anonyfaity
respondents. This is especially important whenigeadssues are involved. It also afforded the lbamorkers

who have very limited time to spare, the chancan®wer questions in their own time and quickly aff.w

The structured interview follows a systematic orofgpattern with a set of questions; interview diges, which
are identical for all the respondents. It entdiks &dministration of an interview schedule by aeriviewer. The
same questions are asked in every interview. Stredtinterviews also allow for the researcher toigelepth
and elaborate responses to questions.

The use of these two tools offered the researdteppportunity of having both a quantitative angualitative
insight into the situation in the bank.

The data collected from the study area was analysedy both qualitative and quantitative techniqagsdata

analyses. Content analysis was used mainly forrigitise purposes of the information gathered frame t
structured interviews.For analyzing the data codlédhrough administering the questionnaire, SP8$ wsed.
SPSS is a statistical package that includes statilite; Descriptive statistics- cross tabulatirequencies and
descriptive. These statistics provided the oppdstuto adequately analyze the data to arrive abrimed

conclusions.

5. Analysis and Presentation of Data

This section discusses the presentation and asalf/siata obtained from the field. Frequencieseslind charts
were used to assess the effects of organizati@maimunication on employee performance in the threedhes
of the Agricultural Development Bank in Tamale.

This section is divided into six sections. Sectlonovered the socio-demographic background of redgts;
Section 2 reviews the perception of the employeeshe effectiveness of communication within the kban
Section 3 analyses how well informed employeesoarerganizational issues; Section 4 focuses ontifgery
the most predominant channel of communication uisétie bank; Section 5 discusses employees’ satisfa
with communication in the bank and its implicatifon job performance; and Section 6 covers recomatoil
on how communication can be improved in the bank.

Table 1: Sex of Respondents

branch of responder sex of respondant
male female Total

tamale main 5 5 10

% within branch of respondan 50.0% 50.0% 100.09

aboabo 4 6 10

% within branch of respondan 40.0% 60.0% 100.09

kaladan 2 8 10

% within branch of respondan 20.0% 80.0% 100.09

Total 11 19 30
% within branch of respondan 36.7% 63.3% 100.09

Source: field survey, 2013
Table 1 above displays the sex and the branchspbralents simultaneously. It was revealed thahanramale

Main branch, the respondents were made up of Ssnaald 5 females representing 50% each. In the Aboab
branch, 4 repondents were male representing 40%heofrespondents in that branch, while 6 were female
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representing 60%. In the third branch, Kaladart, th® respondents were male while 8 were femaleesgmting
20% and 80% respectively. In total the number ofemraspondents from all branches was 11, represgnti
36.7% and that of the females was19, representigf6. From the data above, it can be deduced thed of
the employees sampled were females.

Fig 1: Educational Background

Count

diploma degree postgraduate

educational background

Source: field survey, 2013

From figure 1 it can be seen that out of the 3(ordents that were sampled, 8 possessed a diploma,
representing 26.7%; 17 possessed a degree repnesé&.7%; while 5 representing 16.7% possessed a
postgraduate qualification of some sort. It is ewidthat the majority of the employees within tlaak possess a
degree.

Fig 4: Age of Respondents

age of respondant

W20-25
M25-31
W 32-37
[[138 and above

Source: field survey, 2013

The data in figure 2 shows that a larger numbeespondents fell between the ages of 32 and 3B,antibtal of
13 respondents, representing 43.3% of the totalbeurof respondents. 10 respondents representir3ya38f
the total were within the ages of 26 and 31, witbf3he respondents representing 16.7% being 36 yarad
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above. The least number of respondents, 2, wereketthe ages of 20 and 25, with 6.7%.What thisnséa
that most of the employees within these three brasiof the bank are above 25 years and below 3% yéa
age.

Fig 3: Rank of Respondents

educational background
Bdiploma
Wdegres
.postgraduate

Count

junior staff senior staff

rank at post

Source: field survey, 2013

According to figure 3, of all the respondents 2Trenvpinior staff, and of these 21, 1 possessed fyrzakiate
qualification, 12 possessed a bachelor's degre8grassessed a diploma. 9 respondents were séaiioausd of
these 5 possessed a bachelor's degree while 4gsessa postgraduate qualification. In other wordsenof the
respondents were junior staff and more possessdiégrees.
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Fig4: Number of Years Served

number of years
semved

W14 o2

W53 M348

10.00%

Source: field survey, 2013

Figure 4 presents us with a picture of the numteyears that respondents have worked with the bank.
According to the data, most of the respondents mar&ed for between 1 and 4 years for the bank witotal

of 17 respondents representing 56.7%. The smaillasber of respondents made up of 2 people, havkedor
for the bank for between 13 and 16 years, repregpBt7%. The rest are; 8 respondents having wofked
between 5 and 8 years and representing 26.7%; aesp8ndents having worked for between 9 and 1&yeal
representing 10% of the total number of respondents

5.1. The Perception of Employees on the Effectivese of Communication in the Bank
Table 2: Bank Communication with Employees

Cumulative
Frequency| Percent | Valid Percent Percent
Valid very good 5 16.7 16.7 16.7
good 25 83.3 83.3 100.0
Total 30 100.0 100.0

Source: field survey, 2013

Table 2 displays responses to the question how dabrespondents think the bank was at communigatiith
them. A majority of the respondents, 25 out of B®@ representing 83.3%, felt the bank was good at
communicating with its employees. The remainingpresenting 16.7% felt the bank was not just gadd/éry
good at communicating with its employees. The d&dn here is that workers of the bank are combdetavith

the methods the bank employs in communicating itstemployees.

Table 3: Bank Listening to Employees

Cumulative
Frequency| Percent | Valid Percent Percent
Valid Very good 3 10.0 10.0 10.4
good 25 83.3 83.3 93.3
poor 2 6.7 6.7 100.(
Total 30 100.d 100.d

Source: field survey, 2013.
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Table 3 summarizes responses to the question hgeois is the bank at listening to its employeeseBaon the
responses obtained, 25 of the 30 sampled repregeBdi.3% were of view that the bank was good tdrisg to

its employees. Another 3 representing 10% respotidedthe bank was very good at listening to itpleyees,
and then 2 respondents representing 6.7% respahdédn their view the bank was poor at listeningits
employees.The rationale for asking this questios kecause listening forms an integral part of comication,
and therefore if the bank only gave out informatamd did not listen to the views of its employeksnt
communication would not be effective.

Judging by the answers that were generated irc#tegory, it is evident that the employees of thekbare quite
satisfied with the way communication takes placthinithe bank. Results obtained from the intervadso add
more details to the perception of the effectiverefssommunication. From the interviews conductesl skenior
staff expressed that with the way the bank carmigdts activities it was essential for the righfiormation to go
back and forth between superiors and their subated and they felt that judging by the improvenwthe
bank’s performance in recent times it was safeatotBat they were doing well with regards to comioation
among employees. The junior staff interviewed dguflt content with the way employees communicated
among themselves. It can therefore be concludet thi®t employees within the bank are satisfied with
communication in the bank.

5.2. How Well Informed Employees Are On Organizatioal Issues
Table 4 How Information is Disseminated

Cumulative
Frequency| Percent | Valid Percent Percent
Valid very well informed 4 13.3 13.3 13.3
well informed 14 46.7 46.7 60.4
poorly informed 12 40.0 40.0 100.4
Total 30 100.9 100.9

Source: field survey, 2013.

Table 4 summarizes answers to the question thahsaa find out how well informed respondents werethe
banks future plans. A majority of 14 representir@y74 of the respondents answered that they weré wel
informed about the future plans of the bank. 4 eesents representing 13.3% answered that they megrpist
well informed, but very well informed about thedut plans of the bank. Another 12 respondents sepitig
40% answered that they were poorly informed wheaite to the future plans of the bank.

More employees are aware of the future plans ofbtlnek, this could be information that is derivednfr the
bank’s annual report online, and so every emplayekeven outsiders is privy to such information.

Table 5: informed about bank's financial performance

Cumulative
Frequency| Percent | Valid Percent Percent
very well informed 1 3.3 3.3 3.3
well informed 18 60.0 60.0 63.3
not well informed 11 36.7 36.7 100.4
Total 30 100.d 100.d

Source: field survey, 2013.

Table 5 summarizes answers to the question thaghsdo find out how well informed respondents fifley
were on the bank’s financial performance. A majooit 18 representing 60% of the respondents ansiniia
they were well informed about the financial perfarmoe of the bank. 1 respondent representing 3.3%exrd
that they were not just well informed, but very Weformed about the financial performance of tlamk, while
11 respondents representing 36.7% answered thatwbkee poorly informed when it came to the finahcia
performance of the bank.

What this means is that, most employees have irdtom on the financial performance of the bank.sTdould
be because the bank is required to publish itsrsent of accounts and so that information is loeite.
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Table 6: informed about bank's performance
Cumulative
Frequency| Percent | Valid Percent Percent

very well informed 4 13.3 13.3 13.3

well informed 26 86.7 86.7 100.0

Total 30 100.0 100.0

Source: field survey, 2013.

Table 6 summarizes answers to the question thaghsdo find out how well informed respondents fitley
were on the bank’'s general performance. All respatsl felt they had adequate knowledge about the
performance of the bank. A total of 26 represenBfgr% answered that they were well informed altbet
bank’s performance, while 4 respondents represgitia remaining 13.3% felt they were very well imfied
about the performance of the bank.

At the end of every year an annual report is phblisby the bank, this report contains informatiertgining to

the performance of the bank over the last yearsarthis could be a reason why employees are smieft.

Table 7: informed about activities in other departmrents

Cumulative
Frequency| Percent | Valid Percent Percent
well informed 11 36.7 36.7 36.7
not well informed 18 60.0 60.0 96.71
not informed at all 1 3.3 3.3 100.¢
Total 30 100.0 100.0

Source: field survey, 2013.

Table 7 summarizes answers to the question thaghsdo find out how well informed respondents fifley
were about activities in other departments. A mgjaf 18 representing 60% of the respondents arevthat
they were not well informed about activities in ettdepartments. 11 respondent representing 36.5%eaad
that they were well informed about activities irhe@t departments, while 1 respondent representiBépo 3.
answered that they were not informed at all wheiihe to the activities of other departments.

Inferring from the results in this category it igident that information dissemination is done tgkiimto
consideration what a person requires for completiggr task, in other words employees are only rimfed
about issues that concern them. It is however @ssible that because the bank puts up its anapattronline
that employees could get performance informatiamfthat source, but are unaware of what pertairghier
departments because they do not require that irdfiiomto work.

From the interviews conducted, the senior staffresged that junior staff are not too well informadzbut the
future plans of the bank because these plans areei@d at a very high level and so it trickles dotw the
junior staff in bits of information they require i their duties. Regarding the financial perforoemost of the
interviewees said it was published and so thogzdsted had access to this information.

5.3: The Most Predominant Channel of Communicatiordsed In the Bank
Table 8: Source of Information

Cumulative
Frequency| Percent | Valid Percent Percent
formal team meetings 30 100.d 100.d 100.¢

Source: field survey, 2013

Table 8 presents a summary of data was collecteth®muestion related to the most predominant soafc
information in the bank. All respondents makingd®% answered that they got information mostly fionmal
team meetings.

The implication here is that most information igjaiced from formal team meeting and therefore iais
indication that formal communication is the maimehel of communication within the bank.
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Table 9: Frequency of Solicited views on Future IBns
frequency of solicited views on future plans
frequently sometimes hardly ever Total
rank at post  |junior staff Count 0 10 11 21
% within rank at post .0% 47.6% 52.4% 100.09
senior staff |Count 8 1 0 9
% within rank at post 88.9% 11.1% .0% 100.09
Total Count 8 11 11 30
% within rank at post 26.7% 36.7% 36.7% 100.09

Source: field survey, 2013.

Table 9 shows results of data gathered on the ignestgarding the frequency with which views of doyees
are solicited on the future plans of the bank, £tabulated against the ranks of the respondeisording to
the table only 8 senior rank employees are fredpersked to contribute to the future plans of tlaaly this
represents 88.9% with only 1 senior staff représgrt1.1% answering that their views are sometismght.
However 10 respondents who are junior staff repasg 47.6% answered that their views are sometimes
solicited, with a majority of the junior staff, X&presenting 52.4%, answering that their viewsharelly ever
sought in terms of the future of the bank.

The implication here is that not only is formal aoomication the most widely used form of communimatin
the bank but the downward vertical channel is @sose. Meaning that, information is generally hedhdiown
from superiors to subordinates, while there istighiamount of information taken back from employdesan
be inferred that the only information taken frompdoyees will be information necessary for work, hat their
views on the plans of the bank.

Table 10: Frequency of Solicited Views on Staffingskues

frequency of solicited views on staffing issues
frequently | sometimes | hardly ever never Total

rank at post junior staff Count 0 0 12 9 21
% within rank at post .0% .0% 57.1% 42.99 100.09

senior staff Count 3 5 1 0 9

% within rank at post 33.3% 55.6% 11.1% .0% 100.09

Total Count 3 5 13 9 30
% within rank at post 10.0% 16.7% 43.3% 30.0% 100.09

Source: field survey, 2013.

Table 10 shows results of data gathered on thetiqnaggarding the frequency with which views ofayees
are solicited on staffing issues within the bandssrtabulated against the ranks of the respond&otsrding to
the table 3 senior rank employees are frequenthgdhto contribute to the staffing issues of thekhahis
represents 33.3% whereas 5 senior staff also remtieg 55.6% responded that their views are sonestim
solicited with only 1 senior staff representing1b.answering that their views are rarely soughtjuhpr staff
representing 57.1% said their views were hardly seeight, with 9 junior staff, representing 42.98aswering
that their views were never sought in terms offstgfissues within the bank.Since majority of thaipr staff
answered that their views were either never soaghardly ever sought on staffing issues, whileargj of the
senior staff also answered that their views wetteeeifrequently sought or sometimes sought onistafésues,
it is safe to say that senior staff take decisiand pass them on to the junior staff. This alsowshthat
predominantly, the downward vertical channel of ommication is used in the bank.
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Table 11: Frequency of Solicited views on Health an8afety

frequency of solicited views on health and safety

sometimes hardly ever never Total
rank at post  junior staff Count 0 9 12 21
% within rank at post .0%) 42.9% 57.1% 100.09
senior staff Count 6 3 0 9
% within rank at post 66.7% 33.3% .0% 100.09
Total Count 6 12 12 30
% within rank at post 20.0% 40.0% 40.0% 100.09

Source: field survey, 2013.

Table 11 shows results of data gathered on thetiqnaggarding the frequency with which views ofayees
are solicited on the health and safety of the lmoks tabulated against the ranks of the resposidaatording
to the table only 6 senior rank employees are somstasked to contribute on issues of health afetysaf

employees, this represents 66.7%, while 3 sen#f s#presenting 33.3% answered that their vievesrarely
solicited. However 9 respondents who are junioff sepresenting 42.9% answered that their viewshanelly

ever solicited, with a majority of 12 junior staffpresenting 57.1% answering that their views areensought
in terms of issues on health and safety of emplayee

Table 12: Frequency of Solicited Views to Changes ¥ork

frequency of solicited views to changes to work

frequently Sometimes hardly ever Total
rank at post  junior staff Count 0 13 8 21
% within rank at post .0% 61.9% 38.1% 100.09
senior staff Count 5 4 0 9
% within rank at post 55.6% 44.4% .0% 100.09
Total Count 5 17 8 30
% within rank at post 16.7% 56.7% 26.7% 100.09

Source: field survey, 2013.

Table 12 shows results of data gathered on thetiqnaggarding the frequency with which views ofdayees
are solicited on work changes, cross tabulatedhag#ie ranks of the respondents. According tdabée of the
junior staff that answered the questionnaires IBesenting 61.9% answered that their views wereetiams
solicited regarding changes to work while 8 of thexpresenting 38.1% answered that they were rarebjved

in decisions taken on changes to work. 5 of théosestaff representing 55.6% expressed that theivs were
frequently sought on matters concerning changewdrk practices. With 4 of the senior staff resportde

representing 44.4% answering that their views \geraetimes sought on changes to work practices.

Inferring from the results of the questionnaire dhd information from interviews conducted, it igar that
formal communication is the most widespread forntafmmunication in the bank. All the respondentisl sa
most of the information they work with is receivédring formal meetings. The interviews also coraie this;
all the senior staff interviewed explained thatyttand down only information received during megsirwith
colleagues or superiors. However they also exptbihat a huge part of the tasks involve workinghviigedback
from subordinates; this constitutes formal commatin but is an upward vertical channel. Junioff gkso in
the interviews expressed that a lot of informatisnmeceived through informal means; such as froenéts,
especially when one is new in the bank, but thegssed that the most reliable and most frequehgaiswhich is
received during meetings.
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5.4: Employees Satisfaction with Communicatiorhi@ Bank and Its implication for job performance

Table 13: satisfaction with influence on decisions

Cumulative
Frequency| Percent | Valid Percent Percent
Valid very satisfied 8 26.7 26.7 26.7
fairly satisfied 12 40.0 40.0 66.7
fairly dissatisfied 10 33.3 33.3 100.4
Total 30 100.d 100.d

Source: field survey, 2013.

Table 13 summarizes data collected on respondsatisfaction with their influence on decisions mauéhe

bank. On satisfaction with influence on decisioBggespondents representing 26.7% answered thatwbey
very satisfied, 12, representing 40% answeredttiet were fairly satisfied, while 10 respondengpresenting
33.3% answered that they were fairly dissatisfiod. the average more employees were satisfied \vithr t
influence on decisions that were dissatisfied

Fig 5: information for job performance

information for job
perfarmance

Myes
Onet sure

Source: field survey, 2013

The pie chart above is a visual representatiomefrésponses of the respondents on the questiandieg the
availability of information for them to do theirljs effectively. According to the chart, 86.7% of tiespondents
answered that they have enough information to catty their tasks while only 13.3% of the respondent
answered that they were not sure if they had endunfgiimation to do their jobs. None of the respamde
thought they did not have enough information afalitheir jobs.

From the data gathered, 66.7% of the employeesshate degree of satisfaction with their contribution
decisions made within the bank. Likewise from the&eiiviews conducted, junior staff expressed thatndu
meetings everyone is given the chance to expressviews on occurrences as well suggest ways shiag be
improved. They were of the view that each persdistiened to, and they believed that they wereatitributing
to the running of the bank. The senior staff alspressed same sentiments, however they addeddbati®e of
the nature of decision making some decisions havgetmade by top level management only since it beil
detrimental to waste time seeking everyone’s opinfior a matter that needs immediate attention, smd
sometimes decisions are handed down to employa¢ghy have contributed nothing to. This couldlaixp
why 33.3% of the respondents were fairly dissagsiivith their impact on decision making.
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5.6: Recommendation on measures to improve commtimicin the bank
Table 14: suggestions on improvement of communicai

Cumulative
Frequency Percent Valid Percent Percent

Valid repair strained relationships 7 23.3 23.3 23.3

more informal meetings and t 5 16.7 16.7 40.0

use of a question box

train managers in the skill of 10 333 333 73.3

communication

provision of more feedback 8 26.7 26.7 100.d

Total 30 100.G 100.4

Source: field survey, 2013.

Table 14 summarizes data that was collected asdedlae suggestions of respondents on how comntiorica
can be improved in the bank. 10 respondents repiinge33.3% emphasized that managers should beettan
the skill of communication to make them better oigars of communication. Also 8 respondents repitésg
26.7% mentioned that more feedback should be diweamployees on the jobs they do, while 7, reprasgn
23.3% thought that repairing of strained relati@mong workers would make for better communication.
Another 5 respondents representing 16.7 felt coniration can be improved in the bank with the organy of
more informal meetings such as “get together”, &l as the use of a question box where employees wh
require anonymity can ask questions about certimies within the bank without fear of being tiinized.

6. Summary of Major Findings

This section covers the discussion of major findibgsed on the primary data collected from 36 eyegl® of
the Agricultural Development Bank, Tamale.

According to Brownell (2005), effective communicatoare first and foremost effective listeners, tigio
listening and understanding another person onenake informed choices about what to do or whaiayp To
achieve effective communication therefore, it ighty essential that management of the bank listengs
employees. According to table 7, 83.3% of the radpats believe that the bank is good at listenmgis
employees. Another 3 representing 10% respondadhbg thought the bank was very good at listengs
employees, and then 2 respondents representingr@s8énded that in their view the bank was podistning
to its employees. A major finding herein is thadt management of the bank appreciates the neatbpt good
listening skills in order to achieve maximum comrigation among workers and it is for this reasorn thast of
the respondents are satisfied with the level ¢éisg within the bank.

It was also uncovered that employees of the ba@lkrare informed on issues that affect them direttiig can
be seen by the 80% of respondents answering tbatate well informed on the bank’s general perforcesand
the remaining 13.3% saying they are very well infed. A logical inference here is that since infaioraon
the performance of the bank serves as feedbacthéoemployees, it is essential that they are inéafron the
outcome of their output, to either motivate thenpat them on their toes. From the interviews coteldicthe
senior staff expressed that junior staff are notwell informed about the future plans of the baekause these
plans are conceived at a very high level and gdcitles down to the junior staff in bits of infoation they
require to do their duties. Also as a result of plishing of an annual report by the bank evesgiry which
said report can be accessed on the bank’'s websi@dryone, all employees who are interested irfittamcial
performance of the bank have access to it. Agarhtgh percentage of respondents being unawaretioftes
in other departments is explained by data gathéu the interviews which explains that this is &ese
superiors are more concerned with giving informatiegarding an employee’s tasks to maximize efficyeand
therefore only employees that have worked in otlegrartments before are usually informed about iiesvthat
go on in other departments.

From the results of the questionnaire and the mé&tion from interviews conducted, it is clear tfiatmal
communication is the most widespread form of comigation in the bank. All the respondents said nodshe
information they work with is received during forhmaeetings. The interviews also corroborate thistre
senior staff interviewed explained that they harwvi only information received during meetings with
colleagues or superiors. However they also exptbihat a huge part of the tasks involve workinghviigedback
from subordinates; this constitutes formal commation but is an upward vertical channel. Junioff stkso in
the interviews expressed that a lot of informat®received through informal means.

Communication is the process by which informatisnekchanged between a sender and a receiver (Johns,
1988), therefore for communication to be completethe bank, superiors should not only hand down
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information to their subordinates but they shouldurn receive information from them. This informoat comes

in ways such as feedback, reports, results ofla taswell as recommendations. Therefore in maliegsions,

it is essential that the views of all employeessangght, this constitutes proper communication.

From the data gathered, 66.7% of the employeesshatk degree of satisfaction with their contribution
decisions made within the bank. This can be takeméan that majority of the employees within thekoa
believe that the level of communication in the bantwo way and therefore does not just involvediag down
instructions to employees but listening to themwadl. Likewise from the interviews conducted, junistaff
expressed that during meetings everyone is givencttance to express their views on occurrencesedls w
suggest ways things can be improved. They werbef/tew that each person is listened to, and thedigved
that they were all contributing to the running bétbank. The senior staff also expressed samenssntt,
however they added that because of the natureaidide making some decisions have to be made byetoy
management only, since it will be a waste of tirmeking everyone’s opinion for a matter that needsédiate
attention, and so sometimes decisions are handed ttoemployees that they have contributed nottond his
could explain why 33.3% of the interviewees welidyfalissatisfied with their impact on decision nivadk

Also talking of availability of information to dong’s job, majority of the respondents said they badugh
information to do their jobs. This backed the views interviewees who expressed that even though
communication among employees in the bank was predmtly formal, yet they had access to the right
information to do their work as was required ofrthe

Inferring from results gathered, it can be said #raployees of the bank are able to do the jobs$ beslause
they have enough information to complete their4a3kerefore it can be concluded that communicatibhin
the bank is adequate enough to permit efficierfoperance of one’s duties.

Also talking of availability of information to don@’s job, majority of the respondents said they éraolugh
information to do their jobs. This backed the viefisnterviewees who expressed that even though
communication among employees in the bank was pnegmtly formal, yet they had access to the right
information to do their work as was required ofrthe

From the interviews, it was uncovered that effecttommunication has a correlation with the perfaroeaof
employees. All interviewees agreed that one ofréfassons that increase their efficiency at work emvthere
exists good communication. This is in line withdings of a study by Pincus (1986) on hospital basgdes,
wherein he discovered that satisfaction with comigation had an effect on performance of the nurses.

Also in terms of improving communication in the kammployees feel that it is essential that trajnin
communication be a core part of the training of agmms so that they are well equipped to handle
communication effectively within the bank. Also, gloyees also believe that giving more feedback aokers
enhances more communication; as was explainedeb$llannon-Weaver model, feedback is an integralgbar
communication and therefore very necessary. LikeShannon-Weaver model explains, there are a nuafber
factors that serves as noise and impedes the coiwatiom process; strained relationships among werkan
serve as noise. Coworkers who do not have cord@king relationships often times have difficulties
communicating effectively, therefore employees ssggd that to improve communication in the bankhsu
relationships should be repaired.

Another recommendation was to increase the numbeénformal meetings among members of staff. This
involves meeting outside the formal work environindike organizing frequent outdoor games for waskto
socialize and become familiar with each other, oizjag picnics and dinners among others. Meetinigfiormal
environments allows workers to fraternize and faondial relationships, and as earlier mentioned kbads to
effective communication. Also the use of the questiox was mentioned. This does not have to bectarala
box; it can be an online page that affords emplsyke opportunity to ask any questions botheriegntivithout
revealing their identity. These questions wouldntle discussed during meetings; this affords thpleyee
some level of anonymity.

7. Recommendations

Based on the findings of this study, these recondagons have been outlined to benefit the banks It
recommended that a bottom-up approach to commimncas adopted within the bank; this can enhance
communication between management and their sulaiedirand thereby enhancing employee performanég. Th
approach creates the opportunity for feedback disasa free flow of ideas between the variousdrighy levels

in an organization or department. Upward commuiaoahforms management and superiors as to how rafich
a downward message actually reached its destinatidrhow well it was received and understood.

The bank should adopt a policy of reviewing andaotihg feedback on the strategies that are usetiein
operations. The employees carry out the strateéashe organization institutes for its operatiand it is these
employees that are faced with the challenges tieset strategies might pose. Therefore it is importiaat
management constantly reviews the strategies giroby feedback from employees on these strate@iais.
improves communication and improves on employetopaance as well.
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The findings showed that employees of the bankeeily reliant on formal team meetings to get infation.
In the 2£' century there are a number of ways that informmatian be disseminated faster, this includes the use
of an intranet. With the click of a button employemn have access to information that is vitalpfenformance
of their jobs, instead of having to wait for megsgrto be convened. This is safe and confidentislo Aneetings
can be held electronically with the use of a webeauth so employees who are away form the officepeatake
in proceedings.

All employees and not just senior staff shouldriived in drawing the plans for the organizatilbris through
the employees that the plans of the organizatieraahieved and so they should be a part of theulation of
the plans. Employees, especially junior ones, lthat instructions handed down to then without beingrt of
the formulation of the plans, do not feel a partted organization; they feel like machines that jast being
used for the benefit of the organizational leadEi®wvever when they are involved in drawing the plafthe
organization, they feel like they belong in a famaind they are encouraged to work towards thenatgant of
the plans.

8. Conclusion

This study has uncovered that communication withian bank has been above expectation. Employeekeon t
average are satisfied with how communication isaniged within the bank; this inevitably has positiv
implications for the performance of their jobs. Hoyges admitted to having enough information taycaiut
their jobs which means that they are they are @béarry out their duties efficiently. This notwstianding more
can be done to improve upon communication amondsever

Communication is inevitable within an organizatiomp matter what the situation is, superiors wilvegi
information or instructions to their subordinatese department will supply another with informattordo their
job, and subordinates will give their superiorsamp. However what matters most is how the comnaiiun is
organized within the organization. Quality commuatiicn yields quality results; therefore consciofisrés have
to be made to adopt more effective communicaticateggies in an organization.

There are a number of channels that can be usachieve communication. This study revealed thafdheal
channel is predominantly used; however an achieménréented organization is aware that all the cledsihave
to be combined adequately in order to arrive abst communication. And so both the formal andrnfemal
channels have to be encouraged albeit they halve thanaged to ensure that one is not overuseeé axpiense
of the other.

Using communication efficiently can ensure thatamigations such as the Agricultural Development kBan
achieve high employee performance. This is becaffeetive communication consists of; giving emplege
adequate information to work with, giving them fbadk on their performances, informing them on dens
and involving them in decision making, giving refsoto superiors, handing the right data to othgradenents
or other individuals to work with. When all thesetigities are done efficiently output of workers wo
increase.

This study has given us an insight into how commation is organized within the bank, how the empexy/
view the level of communication within the bankywhmuch information they posses, how much they dounte
to decision making as well as how their satisfactigth communication influences their performance.
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