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ABSTRACT 

This research stems out of the desire to uncover and learn the impact and influence 

of internal communication as a strategic function that enhances productivity, 

organisational growth , employee engagements and above all organisational 

success 1. Internal communications is a body of knowledge that is gaining momentum 

throughout the world. It is a global discipline that organisations have adopted as their 

instrument to measure the effectiveness of their communication campaigns, 

programmes and strategies both internal and external. Internal communication has 

been forced to adjust to numerous changes in the workplace. 

Macleod and Clarke (2009) argue that good quality internal communication 

enhances engagement and emphasise that employees need clear communication 

from senior management to understand how their own roles correspond with the 

leadership vision . 

The overarching aim of this investigative study was to examine the influence of 

internal communication as a key driver of employee engagement and organisational 

performance. In doing so, the research study employed qualitative approach method 

to investigate the extent in which internal communication as a strategic function 

enhances employee engagement and promotes organisational performance. 

This qualitative exploratory study relied on the experiences, thoughts, behaviours, 

and the understanding of the research respondents to articulate their knowledge 

about the phenomenon under investigation; therefore data was collected by means 

of various processes, including semi-structured interviews, and focus group 

discussions. 

The study was carried out am·ongst employees of LG Electronics2
, Seoul in South 

Korea to establish the extent to which internal communication influences or drives 

1 This study was different from other ordinary MA dissertat ions in South Africa as it was conducted between 
the two institutions {Hanseo University, Seoul, South Korea and the North-West University of the Mafikeng 
Campus, South Africa), thus serves as a pioneering study between the two insti t u tions. 
2 LG Electronics, herein refe rred to as LGE, is a mega -business entity wi th its Head-quarters based in t he city of 
Seoul in South Korea (See Appendix D). 
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employee engagement 3 . The study adopted content analysis as a well-tested 

method of data analysis to better understand the data collected. Through content 

analysis, thematic connections were made and data was categorised in different 

themes that emerged systematically from similar characteristics mentioned in the 

conversations with the respondents. Inferences were drawn from the similar 

characteristics and presented in the data analysis and interpretations chapter of the 

research study. 

The results revealed that a deep awareness of internal communication existed 

among the respondents of the study. They also revealed high levels of 

consciousness of factors that contribute immensely to internal communication as a 

strategic function that enhance engagement, organisational culture, goals and 

values. 

The results revealed that a strong sense of identification and ownership was given to 

employees as part of programmes that intensified employee's contributions, level of 

engagement and understanding of goals and culture of the organisation . The 

empirical findings further postulated that employees were incorporated into the 

dominant coalition of the organisation and were also regarded as change agents, 

through which their inputs and suggestions were valued and recognised. 

The empirical study also revealed that employees were engaged because of the 

organisational culture shared by the strong leadership and management philosophy; 

LG-way was implemented as a framework to guide open and transparent 

communication. The results indicated that there was no salary gap between males 

and females, employees were rewarded according to their performance targets and 

capabilities and were also encouraged through coaching to improve their targets 

where necessary for the successful growth of the organisation. 

Through the empirical findings, the study recommended that a well coordinated 

internal communication function which is aligned and guided by the fundamental 

principles of the organisation will produce rewarding results for the organisation. 

3 The researcher was the first post-graduate student from the M afikeng Campus of the North-West University 
to be granted an opportunity to do research for the MA dissertation for six months at the Hanseo University in 
Seoul, South Korea, under th e exchange programme signed between the two institutions. 
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There is a greater need for the organisation to conduct an intensified research on the 

impact and contributions of proactive internal communication strategies. 

Such research will guide and direct the coordination and implementation of proper 

and relevant programmes to assist the organisation to be more engaged and 

embedded among employees. LG Electronics must also come to terms with the fact 

that internal stakeholders make or break the organisation. The organisation needs to 

treat all employees equally and monitor the value of employees in the organisational 

growth and success. Management needs to know that the internal stakeholders are 

important as they provide the foundation of the organisation as well as acting as the 

liaison between the organisation and the external stakeholders. 

Key words: Internal communication; employee engagement; organisational 

performance; organisational culture; and employee's voice and value. 
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CHAPTER 1 

BACKGROUND AND INTRODUCTION OF THE STUDY 

1.1. BACKGROUND 

Communication plays a vital role in the everyday lives of individuals, societies, 

organisations and the world at large. Without communication it would be very difficult 

to understand each other and to carry out daily activities that make up human life. 

Communication can come in many forms and shapes. Signs and symbols were used 

by our ancestors to communicate long before sound and speech technologies were 

discovered (Mersham & Skinner, 1999). 

In fact, communication is said to be the epitome of the organisation. There is nothing 

in the universe, human or otherwise, that does not communicate; though the means 

of communication may be very different (Argenti, 2007). In an organisational setting, 

communication gives rise to internal communication as the platform of interaction or 

the promoter of engagement. 

Macnamara (2006: 3) points out that communication is complex even at family level, 

because often what we try to communicate to those closest to us is not received the 

way we intended or meant. This shows that communication is beyond talking and far 

more complex than it seems. 

In an organisational setting it is even more complex because the organisation 

is made up of different units or departments with different responsibilities, all 

working towards the attainment of the same organisational goals and 

objectives, (Macnamara, 2006: 3). 

It is for these reasons that communication needs to be coordinated so that the 

organisation as represented by the different units or departments does not send 

conflicting messages to its stakeholders. This is where internal communication, as a 

catalyst to speed up communication processes within the organisation, comes in to 

assist other functions to coordinate their activities. Internal Communications in the 

twenty-first century comprises more than methods, publications, and broadcasts. It is 

about building a corporate culture and having the potential to drive organisational 
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change (Argenti, 2007: 137). Internal communication is an important tool to construct 

a clear and precise company image inside the organisation . At the same time 

internal communication supports the organisation by securing the knowledge about 

the organisation among the employees (Dolphin, 2005: 171 ). 

Internal communication in an organisation is seldom either simply functional or not 

functional; some of the things related to it may just need some improving. When 

planning a system for internal communication, it should first be established who is 

responsible for informing whom, when, how and in which situations. It should be 

remembered that communication should be effective also in conflict situations, and 

the less there is hierarchy in transmitting messages, there more functional and 

effective communication (Hayase, 2009). 

Internal communication is a complex, imperative process through which employees 

coordinate the work process essential to the functioning of any organisation. 

Employees today are likely to want more information about the company for which 

they work, so internal communication is the catalyst to produce organisational 

excellence and effectiveness and it should be continuous (Dolphin, 2005: 173). 

Effective internal communication has influenced the role of employees in an 

organisation . This influence has impacted on the engagement of employees, and 

how they view the organisation; their contribution to the corporate performance of the 

organisation has become significant because of the understanding of the corporate 

values, culture, vision and objectives of the organisation. 

For employee engagement to be effective and productive in an organisation there is 

a need for an effective communication system within the organisation (internal 

communication system), (Dolphin, 2005). 

This study was conducted in LG Electronics4 in Seoul, South Korea,5 to establish 

how internal communication has an influence on employee engagement as a crucial 

driver to attain organisational performance - especially in an international mega

business in a fast growing economy, in a Far Eastern country. 

4 
To see LG Electronics in perspective, re fer to APPENDIX D. 

5 
The researcher is t he fi rst postgraduate student to do his MA research in South Korea according to t he 

exchange progra mme between t he North-West University, Mafikeng cam pus and t he Hanseo University in 
Seoul. 
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Employee engagement has become a hot topic in recent years. Despite this, there 

remains a paucity of critical academic literature on the subject, and relatively little is 

known about how employee engagement can be influenced by internal 

communications. Although there is a great deal of interest in engagement, there is 

also a good deal of confusion. At present, there is no consistency in definition, with 

engagement having been operationalised and measured in many disparate ways 

(Kular et al. , 2008). 

The existence of different definitions makes the state of knowledge of employee 

engagement difficult to determine as each study examines employee engagement 

under a different protocol, (Kular et al., 2008). Thus for the purpose of this study, 

internal communication was the protocol to examine employee engagement. 

Employee engagement is a phenomenon that was introduced in the early 1990s and 

continues to attract attention following its implementation into organisations. Today 

many organisations are implementing employee engagement as a fundamental tool 

for accelerating interaction or engagement between employees, and between 

employees and line managers (Hayase, 2009). 

Communication is identified as the factor affecting engagement in an organisational 

setting. Past research studies have focused more on the relationship between 

internal communication and employee engagement (Hayase, 2009). Taking this into 

account, this study sought to find out the correlation between internal 

communications as a key driver of engaged employees in an organisation and how 

their 'engagement' contributes to the organisational performance. 

For the purpose of this study, employee engagement as a concept is studied from 

the communication discipline. In previous years this concept (employee 

engagement) has been viewed as· the terrain of the Human Resources (HR) 

discipline; however, although HR departments have a significant impact on 

engagement, the same goes for PR or communication departments. Thus this study 

is starting from the communication discipline as a terrain of employee engagement. 

3 



1.2. INTRODUCTION 

The involvement of internal communication in an organisational setting has become 

significant in shaping the organisational success and performance. Organisations 

have implemented internal communication not so much as a tool but a strategic 

function that is linked to high levels of success and performance. This function 

(internal communication) has been identified as the factor that affects engagement of 

individuals, groups and departments within an organisation. 

Internal communications have become a platform of employee engagement in 

various organisations, this is because the role of employees is becoming intensified 

and employees are no longer perceived as part of the organisational furniture. 

Employees are seen as important stakeholders who make valuable contributions that 

often impact on the bottom line (Ho, 2001: 2). 

Macl eod and Clarke (2009) suggest that good quality internal communication 

enhances engagement in public, private and voluntary sector organisations. The 

authors cite poor communication as a barrier to engagement and a cause of 

disengagement. 

Hargie and Tourish (2009: 235-6) argue that recurring themes in the communication 

literature include adequate information flow concerning key change issues and 

supervisory communication as a preferred communication source. They further 

argue that communication serves as a foundation of teamwork and positive 

employee attitudes. The authors cite face-to-face communication as a primary 

method of information transmission, and the benefits obtained from conceptualising 

dissent as a source of useful feedback. 

Internal communication takes· plaee ·between employees or departments across all 

levels or divisions of an organisation. Internal communication can be formal or 

informal, upward, downward, or horizontal. It can take various forms, such as team 

briefing, interviewing, employee or works councils, meetings, memos, newsletters, 

the grapevine, and (with appropriate technology support) an intranet and 

management reports (BNET, 2010). 
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Internal communications can be viewed as an opportunity to enthuse employees and 

provide them with reasons to promote the organisation (Verghese, 2006). By 

involving employees in the organisation's vision, giving them the right qualifiers or 

messages, better educating them on the brand and the organisation's directions and 

providing proof for the messages, their level of satisfaction is improved. Internal 

communication needs to encourage employees to take a personal approach and 

apply creativity while promoting the vision, (Ibid). 

Internal communication in an establishment emphasises and focuses on the 

re lationship between management and subordinates as individuals (Davis, 1993: 

156), but Brownell (1994: 3) indicates that most of today's theorists have moved from 

highly relational models to perspectives that take into account the dynamic 

characteristics of service organisations as well as individualistic factors. 

Internal communication is an increasingly powerful tool for organisations if the 

organisation adopts the new technologies and at the same time manages the impact 

on its people. Dealing with these two issues depends on how an organisation defines 

itself, and the value it places on employees within it. Also in terms of planning, 

implementation and measurement, internal communications must integrate focus 

and direction. Learning, doing, measuring and introducing feedback to employees 

when it is well done, is important to building their satisfaction. 

The valuable contribution of employees is often recognised through the internal 

communications function as a driver of employee engagement, which leads to 

organisational performance and success. The introduction of employee engagement 

to the communication discipline or field has allowed scholars such as Hayase (2009), 

to narrate their attributes about the development of employee engagement and 

internal communication in orgaois.ations. Employee engagement has become 

increasingly important throughout the years as a measure of organisational 

performance and success. 

Taking the above mentioned into consideration, there is very scarce scientific 

research linking internal communication as a key driver to employee engagement 

and organisational performance. There have been studies on the relationship 

between internal communication and employee engagement, including the evolution 
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of employee engagement as pointed out by a study conducted by Kahn 1990. Most 

of the previous studies conducted by various scholars such as Hayase (2009), Kahn 

(1992 and 1990), Macleod and Clarke (2009) not only introduce a breakthrough into 

the world of scientific knowledge of employee engagement and internal 

communication, but such scholars have also contributed significantly by bringing 

forth the impact and characteristics of both internal communication and employees 

engagement. 

This current study has sought to find out how internal communication act as a key 

driver of employee engagement and organisational performance. Noting the fact that 

internal communication is identified as a factor that affects employee engagement in 

organisations, this study aims to examine the organisational success through 

effective employee engagement as promoted by internal communication. 

1.3. DEFINITIONS OF CONCEPTS/TERMS 

• Communication - Communication. is the process by which information is 

transmitted between a sender and a receiver (Bratton & Gold 1994: 259). 

Communication is an event, a process. To be more precise, it is exchange of 

messages between the sender and the receiver (Biundel, 2004: 3). 

• Internal communication - Internal communication may be defined as 

transactions between individuals and groups at various levels and in different 

areas of specialisation; those transactions are intended to design and 

redesign organisations and coordinate day-to-day activities (Dolphin, 2005: 

172). 

• Employee engagement- According to Sias (2005: 29), the engaged employee 

is "an employee being fully intellectually and emotionally committed to a 

particular job, so that he or she wants to give to that job what is known as 

discretionary effort". This discretionary effort is not necessary for the 

employees to give , but they have an innate desire to give anyway (Ibid). 

• Channels of communicaUon - Are the modes used by people to obtain 

information or to convey messages and it is the physical form or aspect of 

media in which messages are transmitted , whether oral, written or 
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technological which include printed media, auditory, visual and audiovisual 

media (Littlejohn, 2002). 

For the purpose of this study, the following definitions were adopted as key 

definitions of the study: 

• Internal communication - Welch and Jackson (2007: 183) view internal 

communication from a stakeholder approach and define it as "the strategic 

management of interactions and relationships between stakeholders at all 

levels within organisations and the exchange of information and ideas within 

an organisation". Internal communication within an organisation is dependent 

on a number of factors including the type of industry; the structure of the 

organisation; organisational culture and managerial style (Kitchen, 1997; 

Quirke, 2000). 

• Employee engagement - Kahn (1990: 694) defines employee engagement 

as "the harnessing of organisation members' selves to their work ro les; in 

engagement, people employ and express themselves physically, cognitively, 

and emotionally during role performances". The cognitive aspect of employee 

engagement concerns employees' beliefs about the organisation, its leaders 

and working conditions. 

The emotional aspect concerns how employees feel about each of those three 

factors and whether they have positive or negative attitudes toward the organisation 

and its leaders. The physical aspect of employee engagement concerns the physical 

energies exerted by individuals to accomplish their roles. Thus, according to Kahn 

(1990), engagement means to be psychologically as well as physically present when 

occupying and performing an organisational role. 

1.4. PROBLEM STATEMENT 

All organisational problems are fundamentally problems involving human interactions 

and process. No matter what technical , financial, or other matters may be involved , 

there will always be humans involved in the design and implementation of such 

processes. A thorough understanding of human processes and the abi lity to improve 
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such processes are therefore fundamental to any organisational improvement. 

Hence, the issue of good communication is critical as a human and a strategic issue. 

The researcher believes that if internal communication strategies are not appropriate 

and well-coordinated, this will result in a lack of employee engagement and poor 

organisational performance. Engagement · is a driver and sustainability of 

organisational performance, though various organisations including LG Electronics in 

South Korea are yet to realise the impact of engagement as a main construct that 

drives performance to achieve high levels of productivity and efficient 

communication. In most instances internal communication strategies and techniques 

are not well-comprehended; this happens because organisations designate anyone 

they regard fit to perform the strategic intent of internal communication without basic 

knowledge and understanding of the construct itself. Thus, most common divisions 

of many organisations employee engagement results in low-levels because they 

regard internal communication as a 'soft skill' (not a strategic function) that can be 

executed by any personnel within the organisation. The argument herein is based on 

the fact that internal communication is not functioning at an optimum level and do not 

form part of the dominant coalition. 

1.5. SIGNIFICANCE OF THE STUDY 

The relevance of this study is that it seeks to improve the effectiveness of internal 

communication strategies and employee engagement in an organisational context. In 

this field of practical communication, questions are asked about whether internal 

communication and employee engagement meet the requirements of improving the 

capacity of employees and management to shape the direction of an organisation, 
'' 

corporate culture and sustainability. In this field there is a growing awareness that 

practical evaluation of internal communication as a key driver of employee 

engagement research can be a fruitful way of monitoring, improving and maybe even 

guaranteeing organisational success. The significance of this study was to evaluate 

the influence of internal communication as a driver of employee engagement and 

organisational performance, using LG Electronics (herein referred to as LGE, see 

Appendix 0), Seoul of South Korea as a case study. 
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The importance of this study was to determine how internal communication played 

an essential role in the day-to-day lives of employees in an organisation, and also 

assess how internal communication contributed as a key motivator of employee 

engagement. The experience has been that organisations that communicate 

effectively with their employees create an atmosphere where employees appear to 

believe in the organisation's goals and therefore exhibit more effort during their 

workday. If scientific research would support this notion , internal communication 

would be viewed as integral to engagement. 

It is hoped that the findings of the study would assist the organisation to improve its 

internal communication strategies and design communication channels that are 

suitable for employees as the target audience. It is also hoped that the findings 

would illustrate the importance of engagement in an organisation because in some 

organisations the role of employee engagement is not clearly outlined for the benefit 

of organisational improvement and employee understanding of the organisational 

corporate values, culture and internal strategic re lationships. 

The study would hopefully improve communication relationships between employees 

and management level. Seeing that some organisations sti ll do not understand the 

ro le of internal communication and the relationships that it creates in an organisation 

to maintain and protect the core values of the organisation with internal stakeholders. 

The findings can also be used as the foundation for further research in this field . 

1.6. GENERAL RESEARCH AIM 

Given the current developments of internal communication in various organisations 

and the involvement that internal -communication has on the bottom line and 

corporate performance of an organisation, it is important to reflect that some 

organisations are still structuring and developing their organisational communication. 

The principal aim of this study was to establish the strength of internal 

communication as a key driver of engagement in managing the organisational 

success, and the impact of internal communication as a driver of engaged 

employees. 
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1.7. RESEARCH OBJECTIVES 

In order to gain clarity as to how internal communication contributes to the 

engagement of employees and the overall successful communication strategy of an 

organisation, the research objectives emanated from the general research aim were 

as follows: 

1.7.1 To assess how internal communication contributes as a key driver of 

engagement and organisational performance. 

1.7.2 To evaluate the role of employee engagement at LG Electronics. 

1.7.3 To determine the relationship between employees of LG Electronics, and their 

daily roles towards organisational success. 

1. 7.4 To ascertain the level of understanding of employees on the usage of internal 

communication channels and interpretation of communication messages. 

1.7.5 To evaluate how employees impact on the organisational performance and 

managements' vision of leadership. 

1.8. RESEARCH QUESTIONS 

The main research question is: 

• How effective is internal communication as a mechanism of advancing 

employee engagement and organisational performance? 

The research sub-questions are: 

• What is the level of employees 'understanding' of internal communication? 

• Is communication functioning at an optimum level at LG Electronics? 

• Is there a gap between practice and what is needed as an instrument to 

promote effective employee engagement at LG Electronics? 

• How do employees connect to the objectives, vision and goals of LG 

Electronics in achieving teamwork and maintaining corporate culture for the 

organisation? 

• How engaged are the employees on their daily activities and their involvement 

to the organisational success at LG Electronics? 
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1.9. DELIMITATION OF THE STUDY 

The researcher's main focus was solely on internal communication as a key driver of 

employee engagement and effective communication in an organisation. He did not 

focus on external factors that affects the organisation or external communication 

aspects that also contribute significantly· to the day-to-day activities of the 

organisation . The study covered a single organisation as a way to focus on the 

commercial parameters of the organisation and its effective communication position, 

and it was difficult to get access to some of the Korean companies 

1.1 0. STRUCTURE OF THE STUDY 

Chapter 1 gave the background of the study by giving an introductory phase that 

explains the research objectives, aim, the problem statement and significance of the 

study. 

Chapter 2 (literature review) introduces the background and outlines the importance 

of internal communication as a construct and employee engagement concept. 

Chapter 3 discusses the methodology used in the empirical research and also 

provides the rationale for qualitative study and its exploratory nature. The research 

design is described in terms of the sample used, e.g. data collection methods 

namely: focus group discussions and the individual interviews. 

Chapter 4 gives a detail report of the data analysis process and interpretations of the 

data collected in this research study 

Chapter 5 presents the resear~h f i[ld_ings, analysis and discussions of the findings of 

the study. 

Chapter 6 presents the research recommendations, future research and the 

conclusion. 

The next chapter presents the literature review. 
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CHAPTER 2 

LITERATURE REVIEW 

2.1. INTRODUCTION 

The main focus of this study was on internal communication as an agent (or 

motivator) of employee engagement in an organisation. Additionally, of interest are 

the stages or process of internal communication that constitute it as the force that 

influences employee engagement. Thus, the main aim was to examine how internal 

communication act as a key driver of employee engagement and organisational 

performance, so as to promote organisational success. This chapter presents a 

review of the literature publ ished on the subject with particular reference to 

contemporary research on internal communication and other factors, contemporary 

research on employee engagement and related factors and the theoretical 

perspective. This literature review serves as a foundation, while at the same time 

enriches the discussion and analysis of the research findings in later chapters. 

2.2. INTERNAL COMMUNICATION 

Internal communication happens constantly within organisations (Welch & Jackson, 

2007) and is important since "clear, consistent and continuous communication builds 

employee engagement" (Kress et al. , 2005 cited by Ruck, 2012: 82). Internal 

communication is defined from many various viewpoints. Various authors argue that 

despite its importance, there are considerable gaps in theory (Forman and Argenti 

cited by Welch and Jackson, 2007) and numerous different definitions of internal 

communications, limiting the ·extent to which effective comparisons and conclusions 

can be made. The authors maintain that numerous definitions of internal 

communication cannot be generalised or forged together as they have various 

connotations and meaning. 

Welch and Jackson's (2007) stakeholder approach to internal communication by 

drawing on Freeman's (1984: 1999) emphasis on the identification of internal 

stakeholders and suggest that team peer, project peer and line manager 
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relationships are standard stakeholder categories. These dimensions suggest a 

static stakeholder group membership defined by role and work rather than by issue 

or interest, highlighting the importance of thinking about internal communication from 

the receiver's point of view. 

According to Chen et al., (2006: 242) the linkages between internal corporate 

communication and team, peer, and project team communication and employee 

engagement remain under-explored. It is the three-way association between a) 

team, project, and peer internal communication, b) internal corporate communication 

and c) employee engagement that offers the potential of greater levels of employee 

engagement in all organisations. 

Though Welch and Jackson (2007: 188) state that internal corporate communication, 

among other goals, can promote a sense of belonging and contribute to 

organisational commitment, there is also a concern, as they acknowledge that a 

predominantly one-way approach to internal corporate communication leads to 

information overload. However, it is possible that internal corporate communication 

can be one-way and two-way; more symmetrical, as in the excellence model of 

public relations (Grunig, 1975; Grunig and Hunt, 1984; Grunig, 1992), and more 

relational as Ledingham (2006) suggests in a relationship management approach to 

public relations. The logistics of senior managers discussing strategy with all 

employees, especially in large organisations, are considerable though not 

insurmountable. 

Although not a communication effort, a study led by the Harvard Graduate School of 

Business provided their findings on employee communication as an attempt to define 

the importance of communication (Redding & Sanborn 1964 ). The Hawthorne study 

produced a "noteworthy pioneering effort in the area of industrial communications" 
.. - - . 

(Hay, 197 4: 7) as an attempt of defining human interactions by means of employees. 

Direct observations were used to yield information on social structuring of 

employees, their interactions, and communication in general among same ranking 

employees. Extensive interviews were also used to gather more information on 

"industrial communications" (Ibid). 

Redding and Sanborn found that "the attitudes of the employees were more 

important than the physical conditions as determinants of efficiency" (Redding & 
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Sanborn, 1964: 5). In 1938, Barnard in his book The Functions of the Executive 

claims that, "the first function of the executive is to develop and maintain a system of 

communications" (Barnard, 1938: 226). Barnard not only purported that managers 

have communication responsibility he also authored the first key requirements for 

message acceptance within the organisation: 

Communication must be understandable, messages need to be aligned with 

company purpose and employee interest, and the employee must be able to 

psychologically and physically act upon the message. Barnard's notion that 

management's role is to foster employee communication is still supported 

today (Barnard, 1938: 165). 

In the meantime more research was simultaneously underway on internal 

communication. Heron in 1942 wrote Sharing Information with Employees and added 

goals, attitudes, and criteria for effective communication. He is best known for 

introducing the new world of organisational communication to implementing two-way 

communication between employees and management and encouraging an 

environment of open and honest communication. He states that, "communication is a 

line function; it is a two-way sharing of information; it is not a persuasion or 

propaganda campaign; it requires the freedom and opportunity to ask questions, and 

get answers and exchange ideas" (Heron, 1942: 197). 

In the late 1940s, Pigors (1949) published Effective Communication in Industry, 

which introduced a collaboration model for management and employees. Pigors 

thought that effective communication could only result if produced through a joint 

process between the management and employees (Hay, 1974: 8). His research 

indicated that employees were just as important to the success of internal 

communication as were the leaders of the company. 

It was in the 1970s that the internal communication model began to fail due to a 

rapidly changing work environment (Holtz, 2004). Businesses became increasingly 

complex and were constantly evolving, leaving employees behind. It was at this time 

that the employee dynamic changed. Employees had typically been committed to 

one organisation for their entire career and now that loyalty had changed. Holtz 

(2004) identified the change in organisational atmosphere; loyalty among employees 

does not exist; business is increasingly complex; and the old military style of 
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communication would no longer work. According to him, these shifts called for a new 

ways of communicating with employees, (Ibid). 

Although definitions of internal communication vary greatly, the following common 

strands can be detected in many of the wide variety of viewpoints, which define 

internal communication: 

• Internal communication involves messages, their f low, purpose, direction, and 

media; 

• Internal communication involves people, their attitudes, feelings, relationships, 

and skills; and 

• Internal communication occurs within a complex open system that is 

influenced by and influences its environment (Goldhaber, 1993: 79). 

Today, much of the current scholarly literature is brought under the umbrella of 

internal communication, although as previously suggested, the use of the term, in 

practice, is dependent on the organisation and the scholarly approach. In its simplest 

form internal communication is "the exchange of information and ideas within an 

organisation" (Bovee and Thill, 2000:7) or the "formal and informal communication 

taking place internally at all levels of an organisation" (Kalla, 2005: 304). 

Welch and Jackson (2007: 183) view internal communication from a stakeholder 

approach and define it as "the strategic management of interactions and 

relationships between stakeholders at all levels within organisations". Internal 

communication within an organisation is dependent on a number of factors including 

the type of industry; the structure of the organisation; organisational culture and 

managerial style (Kitchen, 1997; Quirke, 2000). 

Historically, internal commun!?ation was constrained by the available budget (Asif 

and Sargeant, 2000) and was often limited to announcements from management 

and the packaging of messages for mass distribution to employees (Quirke, 2000). 

In fact , a study undertaken in the 1970s showed that management erroneously 

thought the production of communication was enough to lead to actual 

communication and little consideration was given to audience perception or 

understanding of the message itself (Peterfreund , 1970 cited in Cameron & 

McCollum, 1993). 
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Holtz (2004) notes that, in the past, company communication, typically in the form of 

publications, consisted of the four B's: birthdays, babies, brides and bowling scores. 

In marked contrast, today, the function of internal communication includes the 

transmission of organisational goals, activities, new developments, achievements 

and personal contributions as well as strategic visionary messages (Welch & 

Jackson, 2007). 

Welch and Jackson (2007) suggest the function of internal communications has four 

dimensions: (1) internal line management, (2) internal team peer communication, (3) 

internal project peer communication and (4) internal corporate communication (as 

noted in table 2.1 ). 

supervisors 

Project 
group 
colleagues 

Table 2.1 - Internal Communication Matrix (Welch & Jackson, 2007: 85). 

These four dimensions emphasise that the content of internal communication has 

moved from the four B's into all areas of the organisation including strategic goals 

and personal development. In addition to the content, the four dimensions also 
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highlight the two-way relationship between employees and managers at all levels of 

the organisation (Asif and Sargeant, 2000; Quirke, 2000). They also affirm the 

importance of internal communication to organisational success Hargie et al., 2002; 

Tourish and Hargie, 2000a; Zetterquist and Quirke, 2007). Thus, effective internal 

communication leading to improved productivity, reduced absenteeism, increased 

levels of innovation, higher quality of services and products and reduced costs 

(Argenti, 2007; Clampitt & Downs, 1993). 

2.3. CONTEMPORARY RESEARCH ON INTERNAL COMMUNICATION 

In recent years the approach to internal communication has been forced to adjust to 

numerous changes in the workplace. Argenti (1998: 199-206) writes of changes in 

organisations that affected the workplace and, in turn, employees. He notes that "the 

overall environment is more competitive than ever before, more global than in the 

past, and more interdependent on other organisations. These changes put pressure 

on today's employees and create the need for a more coordinated approach to 

employee communications" (Ibid). 

To deal with these changes, a study conducted by the Conference Board , a business 

membership and research organisation, asked managers from over 200 companies 

what they considered the benefits of having effective employee communication. The 

board believed that effective communication should: 

Improve morale, create a positive relationship between employees and 

management, inform employees about internal changes, explain employee 

benefits, and increase understanding about the organisation's goals and 

culture (Troy, 1988). 

These goals demonstrated the beginning of a shift from simple one-way 

communication toward the development of strategic communication plans. Argenti , 

(1998) identified issues in employee communication, the function of key players, and 

two-way communication, but research on the relationship between employees and 

internal communication had yet to be explored. The function and structuring of 

internal communication has experienced minor changes in recent years and is 
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possibly undergoing what could be its biggest shift yet with the introduction of 

employee engagement. 

The dynamic changes occurring in the workforce that Argenti and the Conference 

Board point out call for a new approach. To date, the wealth of research on the 

impact of internal communication has been dominated by its relationship to job 

satisfaction and productivity, (Argenti, 1998). These studies have focused on the act 

of communicating and the effects it has on how employees feel towards the 

organisation they work for. This current study seeks to explore whether effective 

internal communication as a key driver, including both the act of communicating and 

the media utilised, affects employee engagement and organisational performance. 

2.3.1. Employee communication 

Organisations are increasingly recognising the value of building employees long

term relationships based on mutual satisfaction (Shockley-Zalabak, 2009: 346). 

Grunig, Grunig and Dozier (2002: 487) state that "employees are most satisfied with 

information that helps them make sense of their situation by explaining how their 

jobs fit into the organisational mission, the organisation's policies and plans, and the 

relationships with key constituencies in the organisation's environment". 

Smidts, Pruyn and van Riel (2001) in their research found that effective employee 

communication strengthens employees' identification with their organisations and 

contribute to organisation's financial performance and sustained success. Grates 

(2006) argue that other outcomes of effective employee communication include 

facilitating engagement and building trust among the employees. Towers (2003) 

added other outcomes such as enhancing business performance to influence 

customer behaviour and directly affect revenue growth and profitability. 

Thus, it is essential for organisations to recognise the importance of employee 

communication and the appropriate use of communication channels in employee 

communication. The choice of communication media use in employee 

communication is important. Organisations can choose to communicate either face

to-face or through various forms of mediated communications. The selection of 

communication tools are based on how effective they are in achieving the bottom-
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line of the business goal and how they fit in a strategic internal communication 

process (Kalla, 2005). 

Computer, interactive video and other information technologies are very useful in 

informing the employees about important internal messages as well as gathering 

their new ideas (Wright, 1995). The adoption of new communication technologies in 

employee communication has increased the overall level of organisational 

communication (Miller, 2009). 

The electronic communication technologies media used in the workplace include 

telephone, fax, video-conferencing and Internet faci lities such as email, intranet and 

social media. Besides electronic technologies, face-to-face communication is also 

used in employee communication. Face-to-face communication can be started with 

formal and informal one-to-one meeting which include eye contact, facial expression, 

body movement and the tone of message that show the importance of the message. 

The way to interpret the message will also change based on the differences of the 

expressions. 

Employees with high level of organisational commitment have significant 

contributions to the achievement of the organisation under competitive conditions 

(Feldman & Moore, 1982). Commitment of employees to the organisation and using 

all his/her skills and expertise for the advancement of the organisation concerned is 

a significant issue. Establishment may have a preference to work with those with a 

high level of organisational commitment. The reason for this is the belief that 

challenges encountered on the way to reaching goals may be overcome with such 

employees. Attributes of employees in terms of organisational commitment is the key 

guide for the success of the business. 

2.4. CONTEMPORARY RESEARCH ON EMPLOYEE ENGAGEMENT 

Employee engagement is a phenomenon with less than two decades of research. In 

1990, Kahn conducted an instrumental study linked to employee engagement. His 

study built upon the research of Hackman and Oldham (1980), which linked internal 

motivation at work to specific psychological conditions. Kahn introduced 

psychological factors that determined whether employees engaged or disengaged at 
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work. He defined personal engagement as "the harnessing of organisation members' 

selves to their work roles; in engagement, people employ and express themselves 

physically, cognitively, and emotionally during role performances" (Kahn, 1990: 694). 

Kahn felt that employees unconsciously asked themselves three questions for each 

situation they encountered . 

The answers to these questions would determine whether they (employees) would 

engage or disengage. The three questions were: how meaningful is it for me to do 

this? How safe is it to do so? How available am I to do so? (Ibid). From these 

questions three psychological states for the employee were developed: 

psychological meaningfulness, psychological safety, and psychological availability. 

Psychological meaningfulness was defined as a feeling that there would be 

something gained. There were three factors to psychological meaningfulness 

including task characteristic, role characteristic, and work interactions. Psychological 

safety was defined as feeling that there would be no negative consequences to 

personal image or status (Ibid). 

Four factors influenced psychological safety: interpersonal relationships, group and 

intergroup dynamics, management style and process, and organisational norms. 

Psychological availability was defined as feeling one has the physical, emotional, or 

psychological resources to engage in the situation (Ibid). 

The four types of distractions that detracted from psychological availability were: 

depletion of physical energy, depletion of emotional energy, individual insecurity, and 

outside lives. Kahn's study included two contrasting organisations, a summer camp 

and an architecture firm. He utilised qualitative methods of observation, document 

analysis, self-reflection, and in-depth interviewing for collecting data, (Kahn , 1990). 

Kahn's study (1990) purpoft€d {hat employees would engage themselves in 

situations when there were perceived benefits, guarantees, and necessary 

resources. The results showed that individuals were engaging in situations with more 

psychological meaningfulness compared to those situations with less psychological 

meaningfulness. 

The data also linked engagement to psychological safety and psychological 

availability. Kahn's research brought forth a multifaceted framework for how 
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employees engage or disengage in the workplace. The data pushed organisations to 

re-evaluate the way they approached employee relations and communication. 

Organisations were faced with major adjustments given a changing workforce. 

Therefore, employee satisfaction gauges would no longer be able to accurately 

measure the opinions employees held about their organisation , (Kahn, 1990). 

May, Gilson and Harter (2004) sought to build upon Kahn's three psychological 

conditions with a new theoretical framework highlighting the functionalist and the 

humanistic paradigms. While Kahn's study supported psychological factors for 

engagement May et al. , (2004), introduced the concept of human spirit in the 

organisation. They described the engagement shift as the unleashing of "the human 

spirit in organisations" evoking "that part of the human being which seeks fulfilment 

through self-expression at work" (May et al., 2004: 12). 

These researchers proposed nine hypotheses for the psychological conditions of 

meaningfulness, safety, and availabi lity. Three hypotheses were proposed for 

psychological conditions and engagement. In addition, three hypotheses were also 

offered for mediating effects of the psychological conditions. The study included 213 

surveys from employees of a large insurance firm, (May et al. , 2004). 

The field study data indicated that the psychological conditions of meaningfulness 

and safety exhibited positive correlations with engagement, with meaningfulness 

having the strongest correlation (May et al. , 2004: 23). May and others' findings were 

consistent with Kahn's. It was evident to researchers and businesses that the days of 

simply measuring an employee's perceived happiness with his or her job was no 

longer relevant. Measures of job satisfaction from the late 1980s and early 1990s 

were thought to no longer be sufficient given the recent discoveries. Baumruk et al., 

(2006) pointed out the need and "genesis" of change: 

Employee satisfaction was really a measure of 'how people like it here' as 

opposed to measuring behaviours that will help organisations become more 

successful for employees, shareholders, and customers. So, we turned to 

identifying the types of behaviour that would actually have an impact on 

results. This was the genesis of our work on engagement (Baumruk et al., 

2006: 24-27). 
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The only way businesses would see this as worth their time was if it was proven to 

actually be worth their time. Woodruffe (2006) found that organisations that 

continued to surpass their competitors were those who realized the value of their 

workforce. He stated, "It is a matter of sheer commercial logic that an organisation's 

people represent the most crucial weapon in its bid for competitive supremacy". 

Organisations in the service industry have especially come to the realization that 

"there is not much point in employing people at all if you are not going to take steps 

to make them want to give their best to you". 

Hewitt Associates, a human resources research firm, has found through their 

research a correlation between engagement scores and shareholder return 

(Baumruk et al. , 2006: 24). Companies that reported 60% or more of their workforce 

as engaged experienced an "average five-year total returns to shareholders (TSR) of 

more than 20%" compared to "companies where only 40% to 60% of the employees 

are engaged, which have a TSR of about 6%". 

Coleman (2005) states that the engagement shift involved much more than 

producing shareholder return, it encompassed "how closely workers align 

themselves to an organisation and its culture and objectives" and included not only 

an understanding of their company's culture, but overall business strategy as well. 

The shift from job satisfaction to engagement required an understanding and 

defining of the total employment package. Organisations that offered much more 

than a pay-check were finding that employees not only came to work each day, but 

they also demonstrated discretionary effort. Money is not the main motivator as 

Woodruffe (2006: 28) explained , "people are more likely to be swayed by a range of 

other, non-financial, factors when deciding where they will work". Some of these non

financial motivators contributing to engagement are: 

Advancement, autonomy, commitment to employees, exposure to senior 

management, praise when due, support, challenge, trust, respected 

organisation, and respect for work/life balance (Ibid: 29). 

Human resource consulting firms have dominated the field in examining the 

relationship between internal communication and employee engagement. Social 

scientific research on the subject has yet to surface. While this area remains 
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untapped given its recent conception, research is available on internal 

communication and its link to specific variables of engagement such as improved 

morale, job satisfaction, turnover, and return on investment. Hunt and Ebeling (1983) 

found that a relationship existed between communication and improved employee 

attitudes. 

The implementation of a structured communication programme resulted in a positive 

change in the workforce. However, they also purported that the change in attitude 

could also be attributed to employees feeling appreciated once the communication 

program was implemented. Other research has shown that internal communication 

coming from an employee's supervisor affects that employee's job satisfaction . Data 

from the King, Lahiff, and Hatfield ( 1998) study showed a positive relationship 

between the communication employees receive from their supervisor and their 

overall satisfaction with their job. 

This study fell short in its results write up by stating, "clearly, the data show support 

for HI" with no further explanation offered . While several studies have provided data 

supporting internal communication has positive effects on specific variables of 

employee engagement, there is no study that measures the sole relationship 

between the two constructs (King et al., 1998). 

While internal communication has a wealth of social scientific research available, the 

same is not true for research on employee engagement. Given that employee 

engagement is a fairly new phenomenon, research aside from consulting firm 

surveys is largely unavailable. Kahn (1990) conducted a thorough study on the 

psychological reasons for employees engaging or disengaging themselves in the 

workplace. 

Kahn (1990) found that employees-would engage themselves in situations that were 

psychologically meaningful , situations in which they were psychologically available, 

and situations where they felt psychologically safe. While he thoroughly explains 

each of the three conditions, the study fails to explain how organisations can create 

these conditions. In addition this study does not examine the relationship between 

internal communication and employee engagement. 
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2.4.1. Progress of employee engagement 

Moving beyond job satisfaction, consulting firms and researchers encourage 

organisations to find ways of measuring employee engagement. Engaged 

employees are operationally defined as motivated, self-improving, and productive 

(Harley et al., 2005: 24) while understanding and aligning themselves with their 

company's culture and business strategy (Coleman, 2005: 66). According to Sias 

(2005: 29), the engaged employee is, "an employee being fully intellectually and 

emotionally committed to a particular job, so that he or she wants to give to that job 

what is known as discretionary effort". This discretionary effort is not necessary for 

the employees to give, but they have an innate desire to give anyway. 

Employees who provide this extra effort often demonstrate these traits: has a 

positive attitude towards the job; beliefs in and identifies with the organisation; works 

actively to make things better; treats others with respect and helps colleagues 

perform more effectively; can be relied upon and goes beyond the requirements of 

the job; acts with the bigger picture in mind; keeps up to date with the field ; and looks 

for and is given opportunities to improve organisational performance (Harley et al., 

2005: 24). 

Most importantly, these key traits are also delivered on a consistent basis. In 

addition, Baumruk et al., (2006: 24) found these three general behaviours in 

engaged employees: advocates organisation with co-workers and customers; 

desires to be part of the organisation despite other opportunities; exerts extra time, 

effort, initiative to contribute to the success of the organisation. 

There are many variables that may contribute to promoting employee engagement. 

These include coaching, career development, recognition, rewards, accountability, 

satisfaction, meaningful work-, perceived safety, adequate resources, individual 

attention, alignment with organisation's values, opinion surveys, effective 

communication, management's interest in well-being, challenging work, input in 

decision making, clear vision of organisation's goals, and autonomy (Baumruk et al., 

2006; Kahn, 1990; Woodruffe, 2006). Internal communication serves as an avenue 

in which these variables many be disseminated, supported, and communicated. The 

proposed link between internal communication and employee engagement, whether 
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implicit or explicit, should lead to an area of research that either supports or refutes 

this notion. 

While effective communication should be the goal of any organisation, merely 

communicating is only the first step. An organisation that is silent can experience the 

worst outcomes as it forces employees to speculate, listen to the grapevine and turn 

to the media for information about their company (Hoover, 2005: 25). In times of 

change and challenge, communication can be the key to sustaining the business. As 

Hoover elaborates, "even in a time of crisis, good communication keeps employees 

engaged and the organisation moving forward". 

On the contrary, the lack of communication can create a "disparity between what 

employees hear from their manager and what they see in the media; it leads to 

distracted, de-motivated employees who feel a lack of trust caused by lack of 

transparency whether that is real or perceived". Organisations can be most effective 

by developing a communication plan that focuses on internal messaging and media, 

but is also equipped and able to evolve around external messaging, (Hoover, 2005: 

25). 

2.4.2. Antecedents and consequences of engagement 

In recent years, more studies have begun to look at the antecedents (background) 

and consequences of employee engagement. For example, Saks (2006) found a 

distinction between two types of engagement, job engagement and organisation 

engagement, which he argues are related but distinct constructs. In addition , he 

argued that the relationships between both job and organisation engagement, and 

their antecedents and consequences differed in a number of ways, suggesting that 

the psychological conditions that lead to job and organisation engagements, as well 

as their consequences, are not the-same. 

Whilst this study has provided a new insight into employee engagement, it is 

important to note the survey was completed by a small sample of 102 employees in 

Canada. Therefore, the results may not be generalisable to employees in the UK, for 

example, as definitions of engagement vary in different countries and national 

differences may play a part in what leads to engagement in the first place. 

Nevertheless, it adds a new insight into the existing body of literature as it is the first 
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study to make a distinction between job and organisation engagement and to 

measure a variety of antecedents and consequences of job and organisation 

engagement; previous research has focused primarily on engagement at the 

individual level. 

Practitioners and academics tend to agree that the consequences of employee 

engagement are positive (Saks 2006). There is a general belief that there is a 

connection between employee engagement and business results; a meta-analysis 

conducted by Harter et al., (2002: 272) confirms this connection. They concluded 

that, "employee satisfaction and engagement are related to meaningful business 

outcomes at a magnitude that is important to many organisations". However, 

engagement is an individual-level construct and if it does lead to business results, it 

must first impact individual-level outcomes. 

Therefore, there is reason to expect employee engagement is related to individuals' 

attitudes, intentions, and behaviours. Although neither Kahn (1990) nor May et al. , 

(2004) included outcomes in their studies, Kahn (1992) proposed that high levels of 

engagement lead to both positive outcomes for individuals, (e.g. quality of people's 

work and their own experiences of doing that work), as well as positive 

organisational-level outcomes (e.g. the growth and productivity of organisations). 

The Gallup Organisation (2004) found critical links between employee engagement, 

customer loyalty, business growth and profitability. They compared the scores of 

these variables among a sample of stores scoring in the top 25% on employee 

engagement and customer loyalty with those in the bottom 25%. Stores in the 

bottom 25% significantly under-performed across three productivity measures: sales, 

customer complaints and turnover. Gallup cites numerous similar examples. The 

International Survey Research (ISR) team has similarly found encouraging evidence 

that organisations can only reach their full potential through emotionally engaging 

employees and customers (ISR, 2005). 

In an extension of the Gallup findings, Ott (2007) cites Gallup research, which found 

that higher workplace engagement predicts higher earnings per share (EPS) among 

publicly-traded businesses. When compared with industry competitors at the 

company level, organisations with more than four engaged employees for every one 

actively disengaged, experienced 2,6 times more growth in EPS than did 
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organisations with a ratio of slightly less than one engaged worker for every one 

actively disengaged employee. The findings can be considered as reliable as the 

variability in differing industries was controlled by comparing each company to its 

competition, and the patterns across time for EPS were explored due to a 'bouncing' 

increase or decrease which is common in EPS (Ott, 2007). 

Whilst th is research does not show investors and business leaders exactly what 

organisations are doing on a day-to-day basis to develop engaged employees, the 

findings do demonstrate differences in overall performance between companies, and 

Gallup's meta-analyses present strong evidence that highly engaged workgroups 

within companies outperform groups with lower employee engagement levels, and 

the recent findings reinforce these conclusions at the workgroup level, (Ott, 2007). 

The meta-analysis study shows that top-quartile business units have 12% higher 

customer advocacy, 18% higher productivity, and 12% higher profitabil ity than 

bottom-quarti le business units. In contrast, bottom-quartile business units experience 

31% to 51% more employee turnover and 62% more accidents than those in the top 

quartile of workplace engagement. This research into EPS provides a degree of 

proof that employee engagement correlates to crucial business outcomes, (Ott, 

2007). 

2.4.3. Engagement and employees 

Whilst some argue that employees are 'engaged' if they have a posit ive attitude 

towards work, others such as Purcell et al. , (2003) suggest that employee 

engagement is only meaningful if there is a more genuine sharing of responsibility 

between management and employees over issues of substance. The CIPD survey 

conducted by Truss et al. , (2006) suggests that strengthening the employee's voice 

can make a difference to organisational performance. 

Employee voice can be defined as the ability for employees to have an input into 

decisions that are made in organisations (Lucas et al., 2006). It has been argued that 

one of the main drivers of employee engagement is for employees to have the 

opportunity to feed their view upwards (Truss et al. , 2006). Their survey concluded 

that currently many organisations are not very successful in doing this and as a 
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result many employees felt they lacked opportunities to express their views and be 

involved in decisions. 

On the other hand, researchers like Towers (2003) found employers are doing well in 

giving employees the freedom to make decisions relating to their jobs. They found 

that 62% of respondents argued they had an .appropriate amount of decision-making 

authority to do their job well. 

Research by Robinson (2006) suggests there is considerable evidence that many 

employees are greatly under-utilised in the workplace through the lack of 

involvement in work-based decisions. Employee involvement is seen as a central 

principle of 'soft' HRM, where the focus is upon capturing the ideas of employees 

and securing their commitment (Beardwell & Claydon, 2007). The concept of 

employee involvement is strongly grounded in unitary views of organisations, as it 

assumes that managers and employees have the same interests. Critics have 

argued that employee involvement has management fi rmly in control and very limited 

real influence is given to employees. 

Hyman and Mason (1995) argue that employee involvement schemes "extend little 

or no input into corporate or higher level decision making" and generally do not entail 

any significant sharing of power and authority. Similarly, Blyton and Turnbull (2004: 

272) argue that employee involvement is 'soft on power'. However, Purcell et al's. , 

(2003)'s study found involvement in decisions affecting the job or work to be an 

important factor, which was strongly associated with high levels of employee 

engagement thus demonstrating it is an important driver. 

In any work role or situation, employees have a degree of choice and discretion over 

how they perform their tasks and responsibilities (Robinson 2006). Furthermore, 

Appelbaum et al. , (2005: 25)- argl:Je- that, "in any formal system of work controls, 

some effort remains that workers contribute at their discretion". The behaviours 

required by a work role can be specifically defined and offer little choice in the way 

the work is done as in the case of an assembly line operative required to routinely 

and repetitively perform a simple set of tasks, (Ibid). 
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Alternatively, work role behaviours can command the use of a considerable amount 

of discretion in the way the job is performed as in the case of senior managers 

(Robinson, 2006). 

According to Fox (1974) 'Taylorism' and 'scientific management' focused on limited 

discretion. Such methods of managing employees involved breaking down jobs into 

simple component elements, prescribing the way in which tasks were performed, 

providing close supervision and bureaucratic rules and regulations which served to 

create a mutually reinforcing cycle of low trust relations. 

Nevertheless, Fox (197 4) argued that despite an elaborate external controlling 

structure being in place, no role can be totally diffuse or totally specific; even in jobs 

which are tightly controlled, some outstanding element of discretion always remains. 

In cases where employees have been given some control over how they do their 

jobs, positive benefits have appeared to emerge. For example, previous research in 

the UK has looked at job redesign and the impact this has had on engagement. 

In 1990 a research was carried out by the University of Sheffield on factory workers 

and the number of injuries they reported given the differing levels of control over their 

work (Beardwell & Claydon, 2007). It was found that, after the workers were given 

the training and freedom to make repairs to their own equipment rather than having 

to call a supervisor every time they experienced a problem, they reported fewer 

occupational injuries. This would suggest that workers who feel they have control 

over their destiny at work, a key aspect of employee engagement, are more likely to 

stay focused and less likely to make preventable mistakes. 

Management control is thought to hinder an employees' perception of safety, which 

has been found to be one of three psychological conditions affecting engagement at 

work (May et al., 2004). According ·to Deci and Ryan (1987) management which 

fosters a supportive work environment typically displays concern for employees' 

needs and feelings, provides positive feedback and encourage them to voice their 

concerns, develops new skills and solve work related problems. 

Employees who are self-determined experience a "sense of choice in initiating and 

regulating one's own actions" (Deci & Ryan, 1987: 580). As a result, these 

individuals are likely to feel safer to engage themselves more fully, try out novel 
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ways of doing things and discuss mistakes (Edmondson, 1999). Where management 

is supportive of an employee's self-determination, the trust between the two parties 

is enhanced (Deci & Ryan, 1987). Given that managers have a tremendous 

influence on employee engagement, levels can vary widely from workgroup to 

workgroup within one company (Ott, 2007). Gallup's research has shown that 

leaders and managers play a key role in lifting engagement levels. 

Research in the UK, based on an electronic survey of 2,000 employees from across 

the UK, found that only 35% of employees were actively engaged in their work 

(Truss et al., 2006). A significant majority had a fairly low opinion of their senior 

managers, with only a third seeing them as trustworthy. The research clearly shows 

that whilst senior managers can make a real difference to people's working lives and 

performance, many have issues around visibility, communication and employee 

involvement. 

Robinson et al., (2004) identified key behaviours, which were found to be associated 

with employee engagement. The behaviours included belief in the organisation, 

desire to work to make things better, understanding of the business context and the 

'bigger picture', being respectful of and helpful to colleagues, willingness to 'go the 

extra mile' and keeping up to date with developments in the f ield . 

Furthermore, the research found that employee engagement was closely linked to 

feelings and perceptions around being valued and involved, and that the key drivers 

of engagement included effective leadership, two-way communication, high levels of 

internal co-operation, a focus on employee development, a commitment to employee 

wellbeing and clear, accessible human resources policies and practices to which 

managers at all levels were committed . 

Recent research suggests that high-involvement work practices can develop the 

positive beliefs and attitudes associated with employee engagement, and that these 

practices can generate the kinds of discretionary behaviours that lead to enhanced 

performance (Konrad, 2006). High involvement workplaces use "a system of 

management practices giving their employees skills, information, motivation, and 

latitude and resulting in a workforce that is a source of competitive advantage" 

(Guthrie, 2001: 181 ). 
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According to Lawler and Worley (2006), for a high-involvement work practice to be 

effective and for it to have a positive impact on employee engagement, employees 

must be given power. They argue this will lead to employees having the ability to 

make decisions that are important to their performance and to the quality of their 

working lives, thus engaging them in their work. 

Furthermore, Lawler and Worley (2006) contend that power can mean a relatively 

low level of influence, as in providing input into decisions made by others or it can 

mean having final authority and accountability for decisions and their outcomes. 

Involvement is maximised when the highest possible level of power is pushed down 

to the employees that have to carry out the decision, resulting in gaining the 

maximum level of engagement possible from employees. 

Purcell et al's., (2003) study found a number of factors to be strongly associated with 

high levels of employee engagement. The one thing all of these factors had in 

common was that they were connected with an employee's involvement in a practice 

related to their work. For example, effective communication was found to be a factor 

as engagement levels were affected by the amount of information employees 

received about how well the company was performing and how they contributed to 

the company achieving its business objectives. Furthermore, employees having 

involvement in decisions' affecting their job or work were also associated with high 

levels of engagement, (Ibid). 

Clearly employee engagement also depends on the manager or supervisor. Cufaude 

(2004) argues that when managers employ a philosophy of 'servant-leadership', 

whereby a manager's primary role is in supporting and serving those around them, 

the environment becomes 'highly engaged'. Soltis (2004) argues in order to create a 

highly engaged environment managers must be engaged; 

If managers aren't engaged it is unlikely employees will respond to any efforts to 

engage them (Soltis, 2004: 2). Research has demonstrated that employee 

engagement tends to be based on factors such as the relationship they have with 

their managers (Blizzard, 2003). Yet other theorists claim that employee 

engagement depends on offering empowerment and that jobs should fit employees' 

interests (Lloyd , 2004 & MacDonald, 2002). 
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2.5. COMMUNICATION AND ENGAGEMENT 

Pugh and Dietz (2008) suggest leadership as an antecedent of organisation 

engagement, and organisational effectiveness as a consequence. The 

communication abilities of leadership teams are recognised as important in driving 

engagement (Wiley et al. , 2010). Communication has been identified as an 

underlying factor associated with employee engagement (Kahn , 1992). Likewise, 

Macleod and Clarke (2009) highlight communication as a critical factor for 

enhancing performance through employee engagement. 

They argue that good quality internal communication enhances engagement and 

emphasise that employees need clear communication from senior management to 

understand how their own roles correspond with the leadership vision. 

Unsurprisingly, they cite poor communication as a barrier to engagement and a 

cause of disengagement. So there is scope for reflection and research on the impact 

of corporate communication on organisation engagement, (Macleod & Clarke, 

2009). 

However, contributions from the public. relations and corporate communication 

disciplines are surprisingly sparse given that internal communication is an 

organisational level intervention which can positively impact employee engagement. 

Moreover, when engagement has been included in communication literature, it has 

suffered from vague, undefined treatment. 

Despite the potential for engagement-based communication research, corporate 

communication scholars are yet to sufficiently consider the employee engagement 

concept. The sections above highlight a relatively rich academic literature on 

employee engagement, so it is surprising that this literature is often overlooked in 

work relating to internal communication published in corporate communication, 

public relations and communication management journals (O'Neil, 2008; Chong , 

2007; Hewitt, 2006; Hardaker & Fill , 2005; Thomson & Heckler's, 2000). 

These sources tend to use the term employee engagement in a conversational way 

and some (Chong, 2007; Hardaker and Fill , 2005) refer to Thomson and Heckler's 

(2000) work which uses the term as a synonym for employee buy-in . Likewise, 

Dowling (2008: 188) refers to employee engagement as a "self-referencing 
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amalgam" emanating from a good image and resulting in self-confidence, co

operation with company policies, and corporate citizenship behaviours. 

The connection between these views of employee engagement and academic-based 

conceptions discussed above, are unclear. On the one hand, this demonstrates 

interest in the idea of employee engagement and its association with internal 

communication; but on the other hand, it exposes a limited conceptual underpinning. 

This is all the more surprising given that in practice, some organisations treat the 

concept of engagement as an internal communication strategy (Sparrow & Balain, 

2010). 

2.5.1. Engagement communication 

Internal communication is part of the organisational context in which engagement (or 

disengagement) occurs (Bakker et al., 2011 ). Engagement is influenced by internal 

communication, it is an organisational practice with the potential to effectively convey 

the values of the organisation to all employees, and involve them with the goals of 

the organisation. Such practices result in more engaged employees (Bindl & Parker, 

201 0). Well-designed internal communication programmes are an important factor 

for employee engagement (Papalexandris & Galanaki, 2009). Senior management 

communication and open, effective communication strategies are recognised as 

having a crucial role in the development of positive employee engagement (Bakker 

et al., 2011 ). 

Senior management communication has been conceptualised as internal corporate 

communication (Welch & Jackson, 2007). It features in work by writers from a range 

of disciplines including marketing (Fill, 2009; Buhler and Nufer, 201 0; Val laster and 

de Chernatony, 2006; Prashantham, 2003; Gilly and Wolfinbarger, 1998), public 

relations (Kazoleas and WrigMt, 2001; Wilcox et al., 2003; Zerfass, 2008), applied 

communication (Dickson et al., 2008), corporate communication (van Riel and 

Fombrun, 2007; Tourish, 1997; Ramsing, 2009) and human resources (McKenna & 

Beech, 2008). 

There is a long-running conference track devoted to internal corporate 

communication in an annual international conference (Conference on Corporate 

Communication, 2009, 2010, 2011 ). 
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Internal corporate communication can be viewed as one of the four dimensions of 

internal communication along with internal line manager communication, internal 

team communication, and internal project peer communication. Here, it is 

understood as communication between an organisation's strategic managers and its 

internal stakeholders, designed to promote commitment to the organisation, a sense 

of belonging to it, awareness of its changing environment and understanding of its 

evolving aims (Welch & Jackson, 2007). 

Internal corporate communication involves organisational practices designed to 

promote employee understanding of the goals of the organisation and enable them 

to identify with the values of the organisation. Such practices are recognised as key 

influences for employee engagement (Bind I and Parker, 201 0) since they enable 

internalisation of organisational values and involvement with organisational goals, 

resulting in more engaged employees. 

Internal corporate communication involves communication elements important for 

employee engagement highlighted by Macleod and Clarke (2009) including 

leadership vision, and enabling staff to make sense of their own roles in that vision. 

Likewise, practitioners emphasise the role of corporate communication in developing 

employee engagement: 

Within the best performing organisations there is a cultural alignment between 

the employees and the company, paired with a strategic alignment between 

activities and company goals. These organisations use their corporate 

communication touch points to reinforce their commitments to employees and 

customers (Gallup, 2010: 5). 

Figure 2.1 illustrates the role of communication in engagement, and the factors that 

contribute to positive engagement in an organisation. Communication is identified as 
.. _ ... + • 

the factor that affects employee engagement on a daily basis, thus the researcher 

aimed at examining the influence of internal communication as a key driver of 

employee engagement and organisational performance. 
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Employee 
Engagement 

Figure 2.1- A depiction of employee engagement (own 

conceptualisation). 

The model provides a summary of the discussion on engagement communication. It 

shows the interrelations of communication holistically and employee engagement. 

Employee engagement is viewed from many practices or viewpoints; hence 

communication plays a pivotal role in the engagement of employees. The illustration 

of the model proves that employee engagement is affected by communication and all 

human interaction occurs in a: _context and with a purpose. 

2.5.2. Conceptual model 

The discussion above leads to a view of one way the relationship between internal 

communication and employee engagement can be conceptualised. Figure 2.2 shows 

a communication-orientated perspective of employee engagement. The model 

suggests one way the concept can be viewed from a communication perspective and 

provides a platform for future communication research. This conceptual model 
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illustrates the possible impact of communication on employee engagement at an 

organisational level. Engagement is recognised as a three-component construct 

comprising emotional , cognitive and physical dimensions. 

Communication promoting: 
- Commitment to the organisation 

- A sense of belonging to the 
organisation 

Senior management leadership 
communication 

Communication 

Meaningfulness 

Engagement 

Physical 
engagement: 

Vigour 
Behaviour 

Communication promoting: 
- Awareness of changing organisation 

environments 
- Understanding of eYOiving organisation 

goals 

Outcomes: 
Innovation 

Competitiveness 
O rganisational 
effectiveness 

Figure 2.2 - The employee engagement concept and internal communication: a 

conceptual model (as adopted from Albrecht, 201 0). 

Kahn (1990) associated with dedication, absorption and vigour (Schaufel i et al. , 

2002; Schaufeli & Bakker, 2004). Kahn's (1990) three psychological conditions 

necessary for engagement (meaningfulness, safety and availability) are integrated 

into the model. Commitment is associated with engagement and is affected by 

leadership communication (Meyer et al. , 201 0), so the model integrates the 

constructs of organisational commitment as an antecedent of engagement. It 

positions aspects of leadership communication from senior managers in relation to 

employee engagement. 

Communication is one form of employee psychological need which organisations 

have to meet to maintain and develop employee engagement. Aspects of internal 

communication are positioned as mediating antecedent engagement variables on 
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the one hand (promoting commitment and a sense of belonging), and as 

communication engagement outcomes on the other hand (awareness and 

understanding). Innovation, competitiveness and organisational effectiveness are 

conceptualised as organisational outcomes of employee engagement promoted by 

effective internal corporate communication . 

2.6. THEORETICAL PERSPECTIVE 

According to Lee (2004) the fundamental purpose of communication in an 

organisation is to enable and energise employees to carry out its strategic intent. It is 

essential for organisations to have the capability to quickly identify, send, receive, 

and understand strategically relevant information. When making decisions on 

strategy and policy the necessity and the challenge of communication must be taken 

into account, and organising the communication so that it functions effectively must 

be a part of the organisation's strategic priorities. 

Communication can flow in three directions: downward, upward and horizontally. As 

an example for downward communication we can use managers communicating with 

their subordinates. Upward communication flows to a higher level in the organisation. 

Communication that flows between employees at the same level in the organisation 

is horizontal communication, (Bratton & Gold, 1994: 261 ). There must be an effective 

balance between downward and upward communication (Hartley & Bruckmann, 

2002: 2). 

The scope of this study encapsulates the essence of general systems and 

contingency theories in relation to organisations and the environment. The two 

theories complement each other and thus seek to establish a common foundation 

between internal communication and employee engagement in this study. Internal 

communication and employee engagement as key concepts of this study are 

defined, how they came about is identified , and what these concepts might mean in 

future. 

The study of internal communications can be approached in terms of a theoretical 

approach, thus in th is study two theories are adopted as a way to understand the 

study of internal communication as a construct that promotes employee engagement 
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and organisational performance. General systems theory and contingency theories 

were selected to better understand the phenomena under enquiry. 

Although various models can be used to explain the changing environment that 

organisations have to cope with, two main approaches, namely general systems 

theory and contingency theory, have been selected for the purposes of th is study. 

According to theorists, these two theories facilitate the view of an organisation for the 

purpose of understanding communication as a social system (van der Walt, 2006: 

118). Du Plessis (2006: 201) maintains that both approaches are widely used and 

multidisciplinary. 

According to Van der Walt (2006: 117), contingency theory and systems theory are 

premised on the idea that there is an interdependent relationship between an 

organisation, its subsystems and its environment. This implies, according to Van der 

Walt (2006: 117), that an organisation, as a system, is in continual interaction with its 

environment(s), it tends to move towards a state of severe conflict among its internal 

subsystems. 

Furthermore, these theories consider the bigger picture of the interrelationships of 

the members and parts of the organisation. Cutl ip et al., (1985: 2) maintains that 

organisations depend on their internal environment for everything they need to 

survive; change is a constant occurrence, particularly in modern societies, where 

unstable environments continually impact on organisations. Change is reflected 

internally and organisation might have to adjust or realign internal communication 

messages, management structures and systems and processes accordingly (Ibid). 

2.6.1. General systems theory 

According to Baker (2005) th~ _syst~~s theory model is widespread in organisational 

theory. During the 1950s and 1960s systems theories were a popular framework for 

conducting analysis. Furthermore, Baker (2005) notes that the systems theory model 

is still influential today and have informed relatively recent work. According to 

Niemann (2005: 21 ), systems-thinking provides a model for seeing interrelationship, 

rather than just focusing on individual factors. 

Niemann (2005: 22) argues that the general systems theory has been "an immensely 

useful tool in the study of communication". Organisational behaviour, according to 
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Clark ( 1998), is the application of knowledge about how people, individuals and 

groups act in organisations. It does this by taking a systems approach, interpreting 

people-organisational relationships in terms of the whole person, whole group, whole 

organisation and whole system. 

Katz and Kahn (1978: 32) define organisations as open systems which import 

energy from the environment. Thi~ energy is transformed into products or services, 

which are then released into the environment, re-energising the systems. The writers 

maintain that the systems approach views an organisation as a group of interrelated 

parts with a single purpose of retaining balance. 

Katz and Kahn (1978: 32) contend that in open systems, units within an organisation 

affect and are affected by other units and the organisation as a whole is responsive 

to environmental change. A primary aim of general systems theory, according to 

Niemann (2005: 23), is to integrate accumulated knowledge into a clear and realistic 

framework. 

An organisation is thereby seen as an integrated whole, and all employees need to 

be aware that anything they say or do, as well as any decisions they make, will affect 

the other parts of the organisation. A balance therefore needs to be maintained 

between the different parts of an organisation, as well as between the organisation 

and its changing environment, (Niemann, 2005: 23). 

Weick (1969) uses general systems theory to explain the interconnectedness of 

individuals in an organisation, contending that all positive actions taken by the 

individuals in an organisation strengthen the organisation. In th is perspective, more 

emphasis is placed on the actions taken individually than on the systematic planning 

and execution of actions. As such, systems theory demonstrates links with the 

concepts "internal communieatioA" ·and "employee engagement", the two key 

concepts of this chapter. 

This study takes a general systems theory approach in its examination of 

engagement to its internal environment, and in its development of an instrument to 

evaluate the influence of internal communication as a driver of engagement. 

Tushman and Nadler (1999: 47) indicate that the Congruence Model of 
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Organisational Behaviour views the organisation as an open system that transforms 

input from the external environment into output of various types. 

In this model the organisation is seen to consist of formal and informal arrangements 

and the people and core work are seen to be driven by an articulated strategy. The 

more closely each component of the organisation is aligned with the others and with 

the strategy, the more effective th§ overall performance. Furthermore, Tushman and 

Nadler (1999: 45) contend that relationship between strategy and organisational 

design is reciprocal , for the way in which an organisation is organised might 

encourage employees to restrict or develop their creative strategies. 

This theory of the study points out how employees relate to each and share a 

common vision of the organisation and the internal environment, because 

employees' are affected by and affect the organisational output. Engagement allows 

employees to function like cogs of the machine, where they work together to achieve 

one objective for the organisation. 

A good relationship between the internal environment and employees drives the 

organisational performance and organisational success (output). The increasing 

interdependence between the organisation, the environment and the system in which 

an organisation functions, emphasises the vital role of communication for an 

organisation's survival. Communication creates and maintains relationships with 

internal stakeholders and the environment and it is driven by the strategic intent of 

an organisation. An organisation cannot build relationships externally until it builds 

them internally, thus internal communication is central to employee engagement and 

organisationai performance. 

2.6.2. Contingency theory 

Baker (2005) indicates that as a theory of the organisation , the contingency theory 

holds that organisations interact with and are dependent upon their environment. 

The contingency theory is based on the systems approach to management, which 

suggests, according to Smit and Cronje (2002: 232) that organisations tend to be 

more effective when they are structured to meet the demands of the environment. 

However, the contingency theory developed from a need to address certain 

shortcomings in the systems theory, particularly the view that an organisation's 
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relationship with the external environment is based on an uncomplicated exchange 

and that an organisation's structure can be determined independently of its 

environment. 

According to Donaldson (2001 ). organisational structure is determined by the internal 

pressures and external pressures on the . organisation. He maintains that the 

pressures an organisation faces may vary depending on the size of the organisation, 

its strategy for operation and the environment itself. Under a contingency theory 

approach, the successful organisation is able to match its form and strategy to the 

contingency pressures facing it. 

Furthermore, Burrell and Morgan (1979: 168) point out that in contingency theory, 

the environment is seen as the defining force upon the organisation, and the 

organisation is involved in a process of "mutual influence and interdependence". In 

other words, organisations are shaped by the environment, but as the environment is 

composed of other organisations, organisations themselves shape the environment 

through their actions (Baker 2005). 

In terms of their relationship with the external environment, organisations are, in the 

first instance required to interact with the environment in order to secure the 

resources necessary for continued operation (Kickert et al. , 1997). These resources 

are controlled by other organisations and the prevailing uncertainty regarding the 

continued stability of supply forms a major contingency pressure upon the 

organisation. 

Vander Walt (2006: 117) maintains that there is no best way to shape or manage all 

organisations. Rather, each organisation needs to find its own "best way". Van der 

Walt stipulates that each organisation must adapt its internal structure to its 

environment(s). A highly structmed organisation, for example, in a stable 

environment, might function effectively; however, in turbulent, changing 

environments, a less structured organisation might be more effective. Cutlip et al.. 

(1985: 2) maintain that if organisations want to survive, they must achieve integration 

with the internal and external communities which they were created to serve. 

Vander Walt (2006: 117) points out that the humanistic approach to contingency and 

systems theories allows for communication to take place with in the organisation as a 
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whole, as well as with stakeholders and the environment. She maintains that 

proponents of the humanistic approach argue that organisations need employees 

more than employees need organisations. 

Van der Walt (2006: 117) maintains that the dictum "a satisfied worker is a happier 

worker" should encourage managers and organisations to improve the internal 

organisational climate, which, in turn, includes the internal communication climate 

and employee satisfaction. These concepts are integral to the organisational 

performance of the organisation. 

This study takes contingency theory as the background of understanding the 

organisation and the environment that the organisation exists within. The theory 

points out that for organisations to survive resources must be available to fu lfi l the 

organisational objectives and corporate values. This theory is relevant to this study 

because internal environment is the building block of organisational performance, the 

environment functions as the centre of understanding the role of the organisation. 

Environments shape the perspective of the organisation including the structure of the 

organisations; employees feel connected to a more structured organisation. The 

internal communication climate allows a space for engagement and commitment of 

employees to their daily activities because of a more structured organisation. 

Figure 2.3 illustrates the schematic conceptualisation of the theoretical framework 

from the perspective of the researcher. An organisation is always central to the 

functioning of internal communication, hence internal communication occurs in a 

context. The two theories are discussed in line with the existing literature as the 

theoretical approach of the study, the importance and the relevance of the selecting 

the theories highlights the relationship of internal communication as a construct to 

the theories that exists in an organisational setting to promote employee 

engagement and organisational performance and success. 
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Organisation 

Internal communications 

General systems theory 

Contingency theory 

Employee engagement 

Figure 2.3 -A schematic analysis of the theoretical perspective (own 

conceptualisation). 

The schematic analysis or depiction illustrated the approach of internal 

communication in an organisational context, with the conceptualisation of the 

theories adopted for the current study. The model depicts that an organisation is 

always at the forefront simply because communication exists with a purpose, internal 

communication becomes the major driver of interaction using the theories to promote 

organisational understanding, engagement and also to promote organisational 

success. 

The theories are important as an approach of understanding the influence, impact 

and domains of internal communication to act as a motivator of employee 

engagement. Employees are engaged simply because of the conditions of the 

organisation, the organisational environment, processes of communication and the 

effectiveness of human interactions allows employees to better associate 

themselves with the organisation. 
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Internal communication is fundamental to employee engagement as a strategic 

function that drives engagement in an organisation, thus the study adopted the 

following definition of internal communication by Welch and Jackson (2007: 183) 

"Internal communication is the strategic management of interactions and 

relationships between stakeholders at all levels within organisations and the 

exchange of information and ideas within an organisation". 

2.6.3. Employee expectations 

The difference between the expectations of employers and employees is an old and 

well documented problem that has direct relevance for this research . The American 

social psychologist, Douglas McGregor, in his book, The Human Side of Enterprise 

( 1960 ), formulated his well-known X and Y theories of work and management, 

(Flippo, 1976: 354 in De Jager, 1977: 7 4 ). 

Theory X ('authoritarian management' style) states: 

• The average person dislikes work and will avoid it he/she can . 

• Therefore most people must be forced with the threat of punishment to work 

towards organisational objectives. 

• The average person prefers to be directed; to avoid responsibility; is 

relatively un-ambitious, and wants security above all e lse. 

Theory Y ('participative management' style) states: 

• Effort in work is as natural as work and play. 

• People will apply self-control and self-direction in the pursuit of 

organisational objectives, without external control or the threat of punishment. 

• Commitment to objectives is a function of rewards associated with their 

achievement. 

• People usually accept and often seek responsibility. 

• The capacity to use a high degree of imagination, ingenuity and creativity in 

solving organisational problems is widely, not narrowly, distributed in the 

population. 

• In industry the intellectual potential of the average person is only partly 

utilised, (De Jager, 1977: 7 4 ). 
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The primary objective here of this study was to determine to what extent McGregor's 

Y theory is applicable in the 21st Century in the form of employee engagement and 

what that engagement contributes to the quality of a service or product and to the 

performance of the company and its products and services. 

Engagement is central to the success of ·the organisation, the commitment of 

employees that are engaged mgre often on their duties supersedes that of an 

ordinary employee. Such employees give their discretionary effort to the success of 

the organisation, and to see to it that the organisation fulfils its mission and 

objectives. Engaged employees are able to adapt to numerous changes in the 

environment, their role becomes enacted in the organisational goals as they strive to 

understand the principles, values and future endeavours of the organisation. 

This misunderstanding is also evident in the HUMAN RELATIONS IQ table below of 

how supervisors assumed their subordinates would rank and how the employees 

actually ranked aspects of work (Lansford in Baird & Turnbull , 1961 , as cited in De 

Jager, 1977: 122). 
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Table : 2.2 HUMAN RELATIONS IQ 

The above study was done in the early 1960s where it was evident that employees 

wanted to get appreciation and recognition (1 ), be 'part' of the work and the work 

environment (2), and wanted to be treated with sympathy and understanding (3). The 

researcher interprets the above as the core elements of the 21 st Century term of 

"engagement". 

Thus the focus of this study was to examine the strength of employee engagement 

through internal communication as a key driver. From the above table, it can be 

deduced that employee engagement· is accelerated by employee expectations, their 

commitment, loyalty, dedication and trust determines how engaged are they. Internal 

communication becomes the promoter or driver of engagement, hence high levels of 

6 This table reminds of the old story about the question posed to two stone masons on what are they 
doing. The first one said "I am dressing stones to fit onto each other." The second said: "I am building 
a church" (Anon, 1977 - cited in De Jager, 1977: 122). 
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performance and organisational success depends on how effective employees are or 

engaged through the processes of internal communications. 

2.7. SUMMARY 

Internal communication is part of the organisational context in which engagement (or 

disengagement) occurs (Bakker et al., 201 1 ). Engagement is influenced by internal 

communication, it is an organisational practice with the potential to effectively convey 

the values of the organisation to all employees, and involve them with the goals of 

the organisation. The literature point out that internal communication is fundamenta l 

to the engagement of employees; it is through the organisation that employees 

become the central point of driving success and high performance. 

Past studies posit that internal communication is integral to engagement in the 

context of organisational success; furthermore, past research proves that 

engagement has elements or variables that lead to internal communication as the 

epitome of employee engagement in an organisation. Commitment, discretionary 

effort, job satisfaction and involvement are central parts of engagement in an 

organisation. Through these components of engagement, employees are associated 

with the good reputation, success and high performance of the organisation which 

emanates from the internal communication messages, strategies, media, peoples' 

attitude and behaviour. 

The two theories (General systems and Contingency theory) also support the notion 

that internal communication and employee engagement are part of the 

organisational input and output through the pressures of the environment. The 

environment and the organisational structure shape the direction of the organisation; 

organisations with a more structured perspective are contingent to the environment 

and formulate their "best way" of survival. 

These theories are relevant and significant to this study because they give an in

depth understanding of the environment that employees exist within. Internal 

communication serves as the plot or setting for employees to express themselves 

and shape the direction of an organisation through change in communication, 

management and organisational structure. 
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Vander Walt (2006: 117) points out that the humanistic approach to contingency and 

systems theories allows for communication to take place within the organisation as a 

whole, as well as with stakeholders and the environment. Innovation, 

competitiveness and organisational effectiveness are conceptualised as 

organisational outcomes of employee engagement promoted by effective internal 

communication. The two theories complement each other in this study. 

It is evident from the literature above that not much research had been conducted on 

the two concepts and their impact on the organisational performance. This proves 

that employee engagement is a fairly new growing phenomenon with less than three 

decades of research. Much needs to be explored from the existing literature to 

conceptualise the two concepts. It can be noted from this premise that internal 

communication is the foundation that promotes employee engagement in an 

organisational environment. Therefore the role of employees becomes an integral 

part of the organisation because employee affect and are affected by the 

organisational input and output. 

The literature review further points out that internal communication has taken a new 

shift in the 21st century to adjust to the changing environment; this is because the 

workplace has changed and needs new adaptation. Engagement has played a 

significant role in many organisations that have implemented internal communication 

strategies. Thus, the focus of this study was to examine the influence of internal 

communication as a key driver of employee engagement and the promotion of 

organisational performance. This was done by examining the existing literature with 

emphasis on the impact of employees under the 21 51 century-changes of the 

organisation and its environment. 

The next chapter presents the research methodology and design. 
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CHAPTER 3 

RESEARCH METHODOLOGY 

3.1. INTRODUCTION 

The research design and methodology chapter documents the design and 

methodology followed during the fieldwork (Mouton, 2001: 123). 

This chapter focused on the motivation for the qualitative empirical approach, and 

research design methods within this investigative study. The rationale of this study 

was to establish the strength of internal communication as a key driver of 

engagement in managing the success of an organisation. Through this overarching 

underlying principle, the researcher had to look at the effectiveness of internal 

communication as a promoter of employee engagement and organisational 

performance. Through th is rationale, the researcher employed qualitative research 

methodology for the study. 

The researcher utilised qualitative empirical research as an attempt to approach the 

world of subject (phenomena under study) with as few preconceived ideas as 

possible in order to look at the phenomenon under discussion. 

3.2. QUALITATIVE RESEARCH: A DEFINITION 

Babbie and Mouton (2001: 270), Denzin and Lincoln (1994: 2), Du Plooy (2001: 29), 

Marshall and Rossman (1995: 1-5), and Mason (2001: 2-3) describe qualitative 

research as a paradigm tha~ 9Jiow~ th~ researcher to get an "insider perspective on 

social action". Babbie and Mouton (2001 : 270) and Henning (2004: 3) further 

describe the primary goal of this research approach as describing and then 

understanding ("Verstehen"), as opposed to merely explaining social action. 

Denzin and Lincoln (1994: 2) summarise the characteristics of this approach as 

enabling the researcher to study phenomena in their natural settings, while 
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attempting to interpret these phenomena in terms of the meanings people bring to 

them. 

In consideration of the above definitions it was also important to note that Shank 

(2002) defines qualitative research as a form of systematic empirical inquiry into 

meaning. By systematic he means planned, ordered and public, following rules 

agreed upon by members of the- qualitative research community. By empirical, it 

means that this type of inquiry is grounded in the world of experience. Inquiry into 

meaning says researchers try to understand how others make sense of their 

experience. 

In light of the above assertion by Shank of qualitative research approach, Denzin 

and Lincoln (2000) claim that qualitative research involves an interpretive and 

naturalistic approach: This means that qualitative researchers study things in their 

natural settings, attempting to make sense of or to interpret phenomena in terms of 

the meanings people bring to them. It is because of the empirical nature of the study 

that the researcher has selected a qualitative approach to understand the 

behavioural patterns and experiences that are involved in a naturalistic approach. 

According to Fortune and Reid (1999) in qualitative approach the researcher 

attempts to gain a first hand, holistic understanding of phenomena of interest by 

means of a flexible strategy of problem formulation and data collection, shaped as 

the investigation proceeds. Research methodology is a way to systematica lly solve 

the research problem. It may be understood as a science of studying how research 

is done scientifically. Methodology illustrates various steps that are generally 

adopted by a researcher in studying his research problem along with the logic behind 

them, (Ibid). 

A qualitative research approach was used to tackle the research questions stated in 

this study. Qualitative research, according to Struwig and Stead (2001 ), cannot be 

easi ly defined but has characteristics that differentiate it from quantitative research. 

Qualitative research is investigative, analytic, and informative and revealing 

compared to quantitative research as, in this case, it attempts to examine the 

perceptions and experiences of the research participants in a holistic manner. 
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It therefore provides more information than quantitative research as data is in words 

rather than numbers and "goes beyond the initial preconceptions and framework" 

(Miles & Huberman, 1984 in Steyn, 2000: 188). 

In relation to the contemporary framework of this study, the qualitative research 

method permitted the researcher to opt for a ·deeper understanding of the problem 

and also assisted the researcher tcrgain more insight into the study as a way to test 

the authenticity and objectives of conducting such a study. It also provided the 

respondents of the study the opportunity to play a crucial role in contributing their 

experiences and knowledge about the research study. 

In order to address the research objectives of this study, it was essential to obtain 

the necessary information using the qualitative research methodology. The research 

objectives as stated in chapter 1 were addressed in two ways: firstly, using a 

literature review and secondly collecting data in order to empirically verify the 

literature. The researcher has chosen the qualitative research approach so that 

primary data can be employed as a source of collecting data; this enables the 

researcher to evaluate the effects of internal communication as a driver or promoter 

of employee engagement and organisational performance. 

The literature review summarised in chapter 2 of this study used secondary data as 

the data had relevance to the problem at hand. It was important since it provided 

information that related to the research problem. This type of data can either be in 

published form, for example journals, or in unpublished form, for example a thesis. 

The collection and analysis of the primary data is provided in chapter 4. The focus 

was to empirically verify the literature and examine the aim of the study. The 

empirical phase of the study was of a qualitative nature, also referred to as 

interpretive research that is restricted. to the data of experiences, observation and 

surveys (Du Plooy, 2001: 21 ). 

3.2.1. Advantages of qualitative research 

According to Babbie (2001) qualitative approaches have the advantages of flexibility, 

in-depth analysis, and the potential to observe a variety of aspects of a social 

situation. A qualitative researcher conducting a face-to-face interview can quickly 

adjust the interview schedule if the interviewee's responses suggest the need for 
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additional probes or lines of inquiry in future interviews. The researcher selected 

qualitative research because it was advantageous for the study. It assisted the 

researcher to have a scope of adjusting the interview schedule as the need arose. 

By developing a semi-structured interview schedule, the researcher gained more in

depth understanding of the respondent's beliefs, attitudes, or situation regard ing the 

research study. 

One of the advantages of using the qualitative approach in this study was because of 

its strength in uncovering more about the respondent's experience (why things may 

be the way they are) about the research topic. The researcher focused on a small 

group because it was less expensive, accessible and provided the researcher an 

opportunity or advantage of interacting with every respondent under study 

(respondents were given reasonable time during interviews and focus group 

discussions). 

Another advantage of qualitative research is that researchers go to settings in which 

respondents are based to collect data for the study. As a result, this helps in 

understanding the context of the study because the researchers are also able to 

have a feel for the environment which they are studying as the belief is that activities 

"can be understood in actual settings in which they occur" (Fraenkel & Wallen, 1993: 

381 ). 

The researcher also noted that qualitative research assists in regulating assumptions 

for the study because respondents were studied in-depth through focus group 

discussions and interview schedule, and participants were able to provide data in 

their own words and in their own way. Qualitative research is a strategy for going 

beneath the surface. It yields a holistic overview of respondent's behaviour which 

provides insights into emotions.. and motivations. Most importantly, the achievement 

of understanding happens in real time through a personal confrontation with 

respondents. Insights are not channelled through graphs and statistical tables but 

evolve as the researcher is confronting actual respondents, (Fraenkel & Wallen, 

1993). 

It was because of these advantages of qualitative research approach that the 

researcher had selected to employ this methodology. Through the qualitative 
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research approach the researcher is allowed to be part of the process and gets a 

better understanding of the study context, including the feelings of participants based 

on the flexibility of the research approach. 

The researcher, however, was aware of the disadvantages of the qualitative 

strategy. A lot of data can be generated ·by using this method and therefore 

analysing the data can be a rea~- challenge. Another factor is that because of the 

sheer bulk of the data that can be generated, this strategy often employs "relatively 

small samples", hence the findings cannot be generalised beyond the sample. 

Seeing that valid ity in qualitative research is often ignored , there may arises a 

problem of not adequately analysing and interpreting results, thereby giving rise to 

anecdotal reports instead (Silverman, 1993 in Struwig & Stead, 2001 ). 

3.3. RESEARCH DESIGN 

There are differences between the research design and methodology which any 

researcher must understand and recognise. Research design focuses on the end 

product, i.e. what kind of study is being planned and what kind of result is aimed at. 

Research methodology focuses on the research process and the kind of tools and 

procedures to be used (Mouton, 2001: 56). 

According to Cooper and Emory (1995:114 in Steyn 2000: 191 ), "a research design 

constitutes the blueprint for the collection, measurement and analysis of data. It is 

the plan and structure of the empirical investigation to obtain answers to research 

questions, and provides a framework for specifying the relationship among the 

study's variables". 

The point of departure of research design is the research problem or question. The 

point of departure of research methodology is specific tasks to collect and sample 

the data at hand (Mouton, 2001: 56). 

Research design can be thought of as the logic or master plan of a research that 

throws light on how the study is to be conducted. It shows how all of the major parts 

of the research study, the samples or groups, measures, treatments or programs 
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work together in an attempt to address the research question. According to Mouton 

( 1996: 175) the research design serves to "plan, structure and execute" the research 

to maximise the validity of the findings". 

According to Zikmund (2000: 57) researchers conducting exploratory studies should 

select one or more exploratory research techniques. There are different categories of 

techniques available to obtain _clarity and insight into the question at hand. This 

exploratory study included a survey with a semi-structured interview schedule and 

focus group discussions. The research was therefore based on empirical evidence 

gathered by interviews and focus group discussions. Face-to-face interviews and 

focus group discussions were utilised to obtain in-depth feedback. Noting the fact 

that the research design is a plan of how the research proceeds, an overview of how 

the study was carried out is outlined below and it includes data collection methods as 

well as data analysis methods. 

The research design of this study follows an exploratory nature. In the Social 

Sciences, the goal of exploratory research is to learn what is happening in a given 

situation and to investigate a social phenomenon without explicit expectations. 

According to Cohen and Manion (1994: 259) the researcher in an exploratory study 

"has a feeling for the direction in which to go" but has no clear expectations as he is 

not confirming or refuting hypotheses. He aims to find out how people get along in a 

given situation, what meaning they give to their actions, and what issues concern 

them. 

For the purposes of this study, the literature analysis was used to understand the 

problem and as a roadmap (secondary data) for purposes of benchmarking for the 

study. Primary data was also utilised to better understand and quantify the context of 

the study through surveys of i(ldivLdl!als under investigation. As a part of the plan, 

the researcher decided what the research question should be, what data would be 

required to answer it, from which the data would be obtained and exactly what is the 

best way to gather data (Grinnell & Williams, 1990). 

The exploratory design was appropriate for this study because of the need to give 

the respondents the greatest possible freedom of response as the aim was to 

explore or generate new ideas from the behaviour and experience of respondents. 
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Figure 3.1 illustrates the relationship between an exploratory research with the 

concepts involved in the research design. 

Figure 3.1- A depiction of an exploratory design (own conceptualisation) 

Exploratory design also allowed for flexibility and dynamism which was needed in 

this kind of study. This means that the design allowed the respondents to express 

their views and experiences and produce rich data as they have the freedom to 

respond. The exploratory design also considers the importance of secondary data 

(literature search) as integral. It was also cost effective in terms of time and money, 

and because of the exploratory nature of the study, a research hypothesis was not 

formulated. 

3.3.1 . Data collection 

Data gathering is crucial in re~earGh,_ as the data is meant to contribute to a better 

understanding of a theoretical framework (Bernard, 2002). It then becomes 

imperative that selecting the manner of obtaining data and from whom the data will 

be acquired be done with sound judgment, especially since no amount of analysis 

can make up for improperly collected data (Bernard et al., 1986). 

According to Creswell (2008: 213) qualitative research presupposes the identification 

of participants and research sites based on the ability of the likelihood of such places 
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and people's ability to provide valuable information on the phenomenon being 

studied. The strength of qualitative data gathering methods is highlighted by Merriam 

(2009: 85) who observed that qualitative data collection strategies consist of direct 

quotations from the people whose situations are being studied, thus their 

experiences, opinions, feelings and knowledge can be captured vividly. 

In view of the above listed strengths of qualitative research, this study employed 

individual semi-structured interviews and focus group discussions as instruments to 

collect data. 

Data collection is any process of preparing and collecting data, and useful 

information that will contribute to the overall success of the research study in order to 

establish a factual basis for making decisions. The purpose of data collection is to 

obtain information to keep on record, to make decisions about important issues, or to 

pass information on to others. Data is primarily collected to provide information 

regarding a specific topic. 

3.3.1.1. Design of the research instrument 

The following data collection methods were envisaged in a non-contrived setting at 

LG Electronics: 

• Focus group discussions with LG Electronics employees; and 

• Semi-structured interviews schedule. 

Semi-structured open-ended questions and focus group discussions were chosen as 

instruments of data collection for this study. The informal group discussion should 

engender an atmosphere in which participants feel comfortable to express their 

ideas freely and to discuss .!heir attitude and behaviours (Berg, 1998). Berg also 

points out that one important distinction between focus groups and face-to-face 

interviews is the ability to observe interactions about a discussion topic during the 

focus group sessions. 

Focus groups are methods using group interviews procedures for evaluation. It has 

been a popular means of pre-testing the usefulness of texts. Focus groups use 
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open-ended questions to solicit people's attitudes, perceptions and opinions about a 

single text or sometimes a group of texts (Berg, 1998). 

Facilitators of focus groups are not restricted to the questions that are prepared as 

part of the moderator's guide. Instead, the facilitator is free to explore comments and 

issues raised by members of the group. Of course, this exploration requires as much 

art as preparation on the part of the moderator, yet by asking follow-up questions 

and tracing new ideas, the moderator helps the group complete a thorough analysis 

of the topic. Sometimes, according to Wimmer and Dominick (1994), moderators 

have to deal with different sorts of group members including the following: 

• Shy people who must be encouraged to speak up; 

• Know-it-all people who must be prevented from dominating the group and ; 

• Over-talkers who must be cut off and perhaps removed from the group. 

Another category that can be added to the above list is that of unsophisticated 

respondents who are mostly found in less developed levels of the organisation. 

These respondents tend to give answers that they think the researcher might want to 

hear in order to impress the researcher. This situation can obviously influence the 

validity of the research results (Wimmer & Dominick, 1994). A further comment about 

this issue was made in the final chapter. 

3.3.1.2. Focus group discussions 

Focus group discussions involve a small number of respondents (usually six to ten) 

under the guidance of a faci litator. The subject of investigation is explored 

extensively (Zimmerman & Perkins, 1982). According to Zimmerman and Perkins 

(1982) focus group sessions were originally used by commercial sector fi rms and 

have now become a method · of conducting qualitative research. As a research 

method, focus group discussions use group interview procedures for evaluation. It 

has also been a popular method of pre-testing text usefulness. Open-ended 

questions are used to solicit people's attitudes, perceptions and opinions either 

about a single text or a group of texts. 

The focus group discussions took place before the individual interviews had been 

conducted . Using focus groups was one way to involve participants in the discussion 

57 



proceedings as stated by Stage (1998). By using focus group discussions, the 

researcher hoped to "obtain deeper levels of meaning" (Greenbaum, 2000: 47). The 

spontaneous interaction between participants in an informal focus group discussion 

often reveals data that might not be discussed in the more formal relationship 

between the interviewer and the interviewee. 

' The table below 3.1 illustrated the advantages and disadvantages of focus group 

discussion. 

Advantages Disadvantages 

Bottom-up generation of concerns and Where focus groups are conducted 

issues, which can help to establish within an organisation, participants may 

survey variables. be concerned about confidentiality. 

Relatively quick and easy to organise. Dominance by one, or some, 

Cheap on time compared to participant participant(s) of the discussion. 

observation, etc. 

Table 3.1 -Source: Debus (1986). 

Focus group participants are rarely ever selected using random sampling 

procedures. The only normal reason for using these often difficult and complex 

sampling procedures is when the researcher wishes the results to generalise 

scientifically from the sample to the population from which it is drawn. Because 
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qualitative data do not generalise anyway, the trouble and expense of random 

sampling would be wasted on focus group interviews (Debus, 1986). Instead, focus 

group participants are generally selected on the basis of convenience. That is, 

researchers select the most available people who meet whatever screening criteria 

are used for selecting participants (Debus, 1986). 

3.3.1.3. Semi-structured interview schedule 

Interviews share some similarities with focus groups. They both produce qualitative 

data; they both attempt to uncover the feelings and motives behind the 

organisational actions of employees; they both help explore research questions in 

preparation for larger data collection efforts. The interview is defined by Fraenkel and 

Wallen (1993), as "the careful asking of relevant questions". Cohen and Manion 

(1994: 271) define it as: 

A two-person conversation initiated by the interviewer for the specific 

purpose of obtaining research relevant information, and focused on 

content specified by research objectives of systematic description, 

prediction or explanation. 

The authors note that the interview is one of the most important methods used "by 

qualitative researchers" as it confirms, validates or even counters what is already 

known through observation. Reiterating the idea that an interview is an excellent 

method of data collection, Cohen and Manion (1994) quote Tuckman (1972) who 

describe it as being able to "provide access to what is inside a person's head making 

it possible to measure what a person knows (knowledge or information), what a 

person likes or dislikes (values and preferences) and what a person thinks (attitudes 

and beliefs)". 

The advantage of a semi-structured interview is that the researcher gets detailed and 

multiple responses for the set of question (Struwig & Stead, 2001: 98). The semi

structured interview is also excellent because it allows the respondents to use their 

own words leading to them being key players in the study. 

Rodger and Bouey ( 1996: 52) posit that "without a doubt the most util ised data 

collection method in qualitative research studies is the interview". Frankfort

Nachmias and Nachmias (1996: 232), describe an interview as a face-to-face 
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interpersonal role situation in which the interviewer asks questions designed to elicit 

answers pertinent to the research. In-depth interviews offer researchers the 

opportunity to gather information from individuals in a more private setting in which 

group dynamics and social conformity is less like to affect the responses. 

Through a semi-structured interview schedule, the researcher believed that the 
' 

respondents were comfortable to share their ideas, experience and views regarding 

the subject under investigation. A semi-structured interview schedule allowed 

respondents to engage freely with the questions asked by the interviewer and the 

questions were open-ended, allowing respondents the freedom to answer to the best 

of their knowledge. 

One of the main advantages of using a semi-structured interview schedule is that it 

allows the interaction of the researcher and the respondents; therefore, the 

researcher is able to clarify or explain questions that are unclear or vague and also 

ask the respondents to expand on answers given. 

This advantage may also be a disadvantage because the interviewers may be 

subjective and biased in following up questions to suit what they want (Cohen & 

Manion, 1994 ). The researcher has also noted that interviews take time to complete 

because they take a form of a conversation; as Kahn and Cannell (in Plowman 2004) 

note, interviews are conversations with a purpose. 

During the focus group discussions and interview schedule process, the researcher 

bears in mind the importance of collecting data and keeping it safe for analysis. This 

stage is very crucial to the research study, thus the researcher employed or utilised 

recording devices which assisted in terms of controlling and managing the focus 

groups and individual interviews. 

The researcher utilised an audio-tape recorder during the process of collecting data 

and also took notes to correlate the audio-tape recorder and the notes, as it was 

imperative to have a backup plan during the collection of data. 

McNamara (1999: 2), points out that "the record ing of interviews is an acceptable 

practice". Note taking is also an excellent backup for equipment failure and it also 

remains private except what is noted. 
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Table 3.2 below illustrates the strengths and weaknesses of semi-structured 

interviews. 

Strengths 

• Depth of information. 

• Respondent can influence 

topic, so unexpected issues/topics 

emerge. 

• Researcher can probe 

understand perspectives 

experiences. 

• Topic guide ensures that a 

list of questions is asked in each 

interview because the order 

questions is not fixed, 

sharing of views are more natural. 

Weaknesses 

• Trained interviewers are needed 

to probe without being directive 

judgemental. 

Analysis of findings is difficult -

must be done by people who did 

the interviews. 

Researcher has to avoid bias in 

analysis. 

• Researcher needs to kn 

something of the local culture to 

capture the interviewees real 

meaning. 

• Analysis is time-consuming. 

• Difficult to generalize findings. 

Table 3.2- Source: Debus (1986). 

Focus groups and depth interviews depart substantially in their methods of 

questioning. Because the interview involves only one participant, depth interviews 

can get to the point of the interview more quickly (Plowman, 2004). Less time is 

spent transitioning into the heart of the topic. This is not to say that interviewers 

abruptly dive into a topic; they do transition into the heart of topic. The main 

difference is that less time is spent in transition and more time is spent dealing with 

the main issues (Plowman, 2004). 

3.3.2. Population 

A population is defined by Struwig and Stead (2001) as "all possible respondents in 

a research project". Fraenk~ l and Wallen (1993) define the population as the larger 
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group to which the researcher wants to apply the results of the study. It is important, 

therefore, in any study, to accurately identify the population that the researcher 

wants to target. 

Fraenkel and Wallen (1993) are of the opinion that the population of a research 

study can be of any size, but .should have at least one characteristic that will set it 

apart from any other group. The authors further elaborate that it is also important to 

differentiate between the target population and the accessible population. This is 

because the target population may be scattered all over the country and therefore it 

will be difficult to access, whereas the accessible population would be easily 

accessible. 

In th is study the population comprised all the full-time employees of LG Company or 

organisation headquarters in Seoul , South Korea. The researcher was aware that 

the findings can only be generalised to the sample population. 

3.3.3. Sampling 

Qualitative researchers sample a number of things, including places, events, as well 

as people. Sampling may begin with larger units such as schools, organisations or 

agencies and then proceed to selected individuals at these locations. Padgett (2008: 

56) asserts that by definition, qualitative studies rely heavily on people who are 

articulate and introspective enough to provide rich descriptions of their experiences. 

The ultimate decision about who to sample should be driven by the study's research 

questions and goals. In this study, the researcher used purposive sampling. Padgett 

(2008: 56) defines purposive sampling as a deliberate process of selecting 

respondents based on their ability to provide the needed information. As Miles and 

Huberman note (1994) qualitative sampling is done for conceptual and theoretical 

reasons, not to represent a larger universe. 

A sample is the actual group of people that will take part in a study. There are two 

different kinds of sampling methods, the probability sampling method and the non

probability sampling method. The difference between the two lies in the fact that the 

population of a probability sample have an equal chance of being selected while in 

the non-probability sample the group chosen suits the needs of the study and 
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possesses certain characteristics. The population here does not have an equal 

chance of being selected (Cohen & Manion, 1994; Fraenkel & Wallen, 1993). 

Sampling involves following a rigorous procedure when selecting units of analysis 

from a certain population. When a smaller number of the population is used to make 

conclusions regarding the wbole population it is referred to as a sample. The 

purpose of sampling is to estimate unknown characteristics of the population. Thus a 

sample is a portion of the population to be targeted to collect information to infer 

something about the group (Fraenkel & Wallen, 1993). 

3.3.3.1. Sample size 

According to Neuman (1997) sampling is a process of systematically selecting cases 

for inclusion in a research study. There are two types of sampling. The first one is 

probability sampling. De Vos (1998) states that probability sampling is a method in 

which each person in a population has the same probability of been selected. The 

other type is non-probability sampling where the probability of including each 

element of the population in a sample is unknown, (Neuman, 1997). 

The sample for this study was chosen on the basis of purposive sampling, which is a 

non-probability sample consisting of selected and information rich respondents who 

are available (Wimmer & Dominick, 1994). Within the context of this study the 

researcher employed non-probability sampling, because it was not possible to 

include all the organisational members. Only a selected number of employees who 

were available and wil ling to participate during the time of the research were 

included. 

Purposive sampling enabled the researcher to gather relevant data from the small 

sample of the study, thus aUowing .every respondent to relate experiences and 

knowledge about the research topic in order to contribute to the overall collection of 

data needed for the research study. Amongst others, the researcher was able to 

compi le the sample size through the purposive sampling method, which was not 

fixed prior to data collection, and depended on the resources and time available, as 

well as the study's objectives. 
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According to Struwig and Stead (2001 ), because qualitative research is concerned 

with getting as much information as possible samples are generally selected 

purposefully and not randomly. In addition, Cohen and Manion (1994) elucidate that 

researchers use their judgement to select their sample, thereby coming up with a 

sample suitable for their own specific needs. Therefore, purposive samples are often 

chosen because they possess fhe necessary information. 

The probability of any particular member of the group being chosen is unknown. The 

selection of sampling units is arbitrary as researchers rely heavily on personal 

judgement (Struwig & Stead, 2001: 11 1 ). 

3.3.3.2. Characteristics of purposive sampling 

Purposive sampling is concerned with providing a sample with a lot of information 

rather than a random sample. Some of the characteristics of purposeful sampling 

according to Lincoln and Guba in Struwig and Stead (2001: 122) are: 

• 'The total sample is not drawn in advance as is the case in quantitative 

research and the sample size is not .finalised before the study commences but 

may change as the study progresses; and 

• As additional information is required more specific sampling units are sought". 

Purposive sample sizes are often determined on the basis of theoretical saturation 

(the point in data collection when new data no longer bring additional insights to the 

research questions). Purposive sampling is therefore most successful when data 

review and analysis are done in conjunction with data collection. 

3.3.4. Research environment 

Research can be conducted e'ither· in· contrived or non-contrived settings (Neuman, 

1994: 317). 

A non-contrived setting is the natural environment in which events normally occur. 

Field studies and field experiments are examples of non-contrived settings. A field 

study is a study carried out in the natural environment with minimal interference from 

the researcher (Neuman, 1994 ). 
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Field research appeals to those who like people-watching. Studies of corporate 

boards, organisational committees and work-teams are often based on field 

research. A field experiment is research into a causal relationship set in the natural 

environment with some manipulation of the variables (Neuman, 1994). By contrast, 

the contrived setting is the creation of an artificial environment in which the events 

are strictly controlled . 

The researcher is looking to establish a cause-effect relationship beyond any 

reasonable doubt (Neuman, 1994 ). For this reason, the study participants were 

carefully chosen and the stimuli manipulated. Many social psychological studies use 

artificial teams or activities as in leadership studies. 

For the purpose of this study, a non-contrived setting was followed as the study 

focused on experiences, opinions and attitudes of respondents from LG Electronics 

in a natural setting (field experiment). 

3.3.5. Recording and transcribing 

For the exploratory study, the process of data collection entailed in-depth interviews 

with as many respondents as possible. Usually, for long, in-depth interviews, the 

emphasis is on the richness of data collected from individuals who have experienced 

the phenomenon (Creswell , 1998: 122). For one-to-one interview, the researcher 

needs to have individuals who are not hesitant to speak and share ideas and 

determine the setting in which the interview takes place. 

For the purpose of this study, a common setting was recommended, which was the 

interviewee's workplace, of which the interviewees were familiar with. The location 

chosen was free of distractions for easy audio tape recording and smooth flow of 

interviewing process. During ·-the - interview, the interviewer consistently asked 

questions from the focus group guide and semi-structured interview schedule. All the 

information was recorded on an audiotape and written notes were also taken as 

backup. 

According to Silverman (2001: 161 ), using audiotapes in interviews is advantageous 

in that they are a public record that is available to the scientific community; tapes can 

be replayed and transcriptions can be improved, allowing for analyses to be 
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unlimited. Furthermore tapes preserve the sequence of talk. In other words, the 

researcher can scrutinise the sequences of utterances without being limited to the 

extracts that were previously taken . The emergent disadvantage of audiotape 

recording is that the emotional and facial expressions are excluded , which might, 

depending on research conducted, assist the researcher in the final analysis. 

Transcribing of audiotapes involves close, repeated listening to recordings and 

taking notes verbatim (Silverman, 2001 : 161 ). Although th is might seem a simple 

procedure, transcribing involves methodical and theoretical problems, as these might 

not necessarily be regarded as a solid empirical data of the interview study, but are 

artificial constructions from the oral mode to the written mode (Kvale, 1996: 162). 

The reliability of these transcriptions therefore should be checked by involving two 

persons who listened to the same taped conversation and transcribe independently 

and later compare the two transcriptions. 

3.3.6. Field issues and field notes 

Researchers are often faced with issues when conducting field research, such as 

collecting extensive or limited information, working within time constraints, the 

amount of energy needed to collect a substantial database, locating and obtaining 

permission to conduct the study (Creswell , 1998: 129-130). 

Some field issues in interviewing include saying little during the interview; matching 

"level" of questions to the ability of respondents; interruptions during the interview; 

difficulty scheduling the interview; having confidence in interviewing skills; moving 

from ice-breakers to questions in the interview; handling emotional outbursts; 

bracketing personal bias; asking appropriate questions as well as addressing when 

interviewees stray from the interview questions (Creswell , 1998: 131). 

For the purpose of this study, it was essential that interviews be conducted in an 

environment selected by the interviewees themselves, with which the interviewees 

were familiar and feel most relaxed to respond to the research study. It was indicated 

that the interviewee's workplace was selected. 

With regard to field notes, Taylor and Bogdan (1998: 66) suggest that they form an 

important factor in qualitative studies, especially in observations, as they help the 
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researcher to take note of every conversational encounter they have during contacts 

with the respondents and the environments in which these contacts take place. 

Taylor and Bogdan (1998) further point out that it is essential that the researcher is 

able to record, immediately after the interview, what has transpired during the 

interview, more so because tt).e interview is only audio-taped and as such no facial or 

body reactions are recorded. It is imperative for the researcher to compile extensive 

field notes to enhance the validity and reliability of research done from an interpretive 

perspective (Babbie & Mouton, 2001: 275). 

For the purpose of this study, the researcher audio-taped all the conversations and 

equally took written notes for backup. Such notes presented all the verbal and non

verbal communications regarding the responses of the respondents. The researcher 

translated both the focus group guide and individual interviews schedule into Korean 

with the help of two assistants as some respondents could not express themselves 

in English (but rather Korean) during the interview process. 

3.3.7. Respondents 

The respondents were the employees of LG Electronics in Seoul, capital city of 

South Korea. LG Electronics was selected based on its commercial manifestation 

character, as a leading conglomerated manufacturing industry in South Korea. LG 

Electronics is one of the strongest emerging economies throughout the world and in 

South Korea particularly. It is rated amongst the five biggest Korean industries that 

have successively contributed to the country's GOP. LG Electronics is positioned in 

the capital city of South Korea with a larger number of employees. 

The semi-structured interviews and focus group discussions were administered 

confidentially, and responaents · participated voluntari ly without rewards or 

compensation of any kind from the researcher. 

3.3.8. Qualitative data analysis 

Marshal and Rossman are quoted in Erlandson et al. , (1993) as saying: 

Data analysis is the process of bringing order, structure, and meaning to the 

mass of collected data. It is messy, ambiguous, time consuming, creative and 
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fascinating process. It does not proceed in a linear fashion; it is not neat 

(p.111, as cited in Dugmore, 2003: 42). 

Data analysis is the process of making sense of the data by consolidating, reducing 

and interpreting what respondents have said and what the researcher has observed 

and read . Merriam (2009: 176) acknowledges that data analysis is a complex 

process that involves moving back and forth between concrete bits of data and 

abstract concepts. Silverman (2004: 121) goes beyond Merriam's assertion and 

posits that data analysis does not come after data gathering, but that after each and 

every session with a participant the researcher will start transcribing. 

In th is study, the data gathered from interviews and focus group discussions was 

treated qualitatively. The researcher employed content analysis as a technique to 

analyse and interpret data. In so doing, the researcher drew inferences by 

systematically and objectively identifying special characteristics of the messages 

being conveyed in the data being analysed. Data was retrieved and transcribed from 

the notes and audio-tape recorder device used by the researcher before they were 

treated and interpreted (before actual analysis) according to different themes derived 

from characteristics of data received. Thereafter, these themes were analysed, 

managed and processed. 

3.3.8.1. Content analysis 

Qualitative data analysis is a very personal process with few rigid rules and 

procedures. For this purpose, the researcher adopts a process called Content 

Analysis. Content Analysis deals with drawing inferences by systematically and 

objectively identifying special characteristics of the messages conveyed in the data 

being analysed and it can be carried out by means of an explicit rule, which must be 

formally established before the .. actual ·analysis (Berg, 1998: 224 ). 

Content analysis has been defined as a systematic, replicable technique for 

compressing many words of text into fewer content categories based on explicit rules 

of coding (Krippendorff, 1980). Titscher et al. , (2000: 14) offers a broad definition of 

content analysis as "any technique for making inferences by objectively and 

systematically identifying specified characteristics of messages". Titscher's et a/, 
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definition is not restricted to the domain of textual analysis, but may be applied to 

other areas. 

Content analysis enables researchers to sift through large volumes of data with 

relative ease in a systematic fashion. It can be a useful technique for allowing 

researchers to discover and describe the focus of social attention and it also allows 

inferences to be made which can then be corroborated using other methods of data 

collection. Krippendorff (1980: 51) notes that "much content analysis research is 

motivated by the search for techniques to infer from symbolic data what would be 

costly, no longer possible, or too obtrusive by the use of other techniques". 

Content analysis is a research tool used to determine the presence of certain words 

or concepts within texts or sets of texts. Researchers quantify and analyse the 

presence, meanings and relationships of such words and concepts, then make 

inferences about the messages within the texts. Texts can be defined broadly as 

books, book Chapters, essays, interviews, discussions, newspaper headlines and 

articles, historical documents, speeches, conversations, advertising, informal 

conversation, or really any occurrence of communicative language. This study 

focused only on the interview schedule and focus group discussions. 

3.3.8.2. Thematic analysis 

Wilson (1993: 342) describes thematic analysis as a data analysis technique used in 

phenomenological inquiry that involves data from interviews with respondents to 

discover themes or categories of experiences as seen from the respondents' 

perspectives. According to Aronson (1994: 1 ), thematic analysis allows for patterns 

of experiences to be listed from the transcribed conversations, which usually can 

come from direct quotes or paraphrasing of common ideas. 

During interview questioning, the researcher determines what the response from the 

respondent represents and compares the responses with a segment of text and 

labels it to that theme. During this process, there will be a variety of words, 

sentences, paragraphs and pages mentioned by respondents, which would then be 

reduced to what is of importance and interest, which imperatively requires the 

researcher to identify that which is of interest in the respondent without any bias or 

prejudice (Seidman, 1991: 89). 

69 



3.3.8.3. Making thematic connections 

After the reduction of transcriptions, the researcher focuses on the patterns that 

merge and arranges them into categories or themes. The researcher then searches 

for patterns and connections among the excerpts within those identified categories 

(Seidman, 1991: 99). All conversations that fit under a specific pattern are identified 
/ 

and placed with the corresponding pattern and label e.g. "commitment" as a process 

may be derived from a phrase or a sentence such as "the effort that employees put 

in to their daily routine". 

All related patterns are then combined and catalogued into themes. These themes 

are derived from the respondents' stories pieced together to form a comprehensive 

picture of their collective experience. Valid arguments for choosing the themes are 

then built by reading related literature. By referring back to literature the researcher 

will gain more information that allows him/her to make inferences and then develop a 

story (Aronson, 1994: 1 ). 

From the meaning gathered, the researcher is then able to draw some inferences for 

each theme. Since raw data is analysed by identifying and bringing together 

fragments of ideas and experiences, which often are meaningless when viewed 

alone, the researcher's creative thought and analytical ability is needed to literally 

"put the pieces together" so that a pattern or theme is formulated that is compatible 

with the people studied (De Santis & Ugarriza , 2000: 357). This process can be 

visually depicted in figure 3.2 as follows: 
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Figure 3.2 -A schematic description of thematic analysis (own 

conceptualisation). 

3.4. ETHICAL CONSIDERATION 

Although qualitative research studies seldom pose serious risks of harm to 

participants, the sensitivity of some.of the phenomena investigated cannot be taken 

for granted. This study complied with the requirements of the Ethics committee of the 

North-West University through the Letter approving the research study from the 

University Ethics committee. 

Furthermore, a letter informed the research informants of the topic of the study, what 

the study aimed to find out from them, and also informed them of their anticipated 

roles in this research. The letter to informants emphasizes that their participation in 
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the study was solely depended on their wi ll ingness to take part as respondents to the 

interviews that were used to collect data. Participants' rights to confidential ity were 

assured; the researcher did not use the identities of participants in any way. 

3.5. PILOT STUDY 

Pre-testing or a pilot study is a trial run with a group of respondents. Such a trial run 

is aimed specifically at eliminating problems in the design of an interview schedule 

(Zikmund, 2000). In a pre-test the researcher looked for evidence of ambiguous 

questions and respondent's misunderstandings. In other words, it tried to determine 

whether the questions meant the same to all respondents. 

The pilot study was of the utmost importance because by its nature, this study was 

exploratory. Apart from the testing of the formulated questions for the interview and 

focus group discussion, feedback on the study and the type and structure of the 

questions was necessary to ensure that the study would have significance. 

The questions were pre-tested on a sample of nine respondents which were 

available on 11 September 2013. The sample was small because the purpose was 

to see whether the questions could easily be understood and solicit responses. The 

find ings showed that the questions were relevant, even though some elicited the 

same responses. 

The researcher, therefore, tied certain questions together to avoid getting the same 

response for different questions. The findings of the pilot study also indicated that 

some of the respondents could not understand the meaning of some questions, thus 

the researcher adjusted the questions for respondents to comprehend. The findings 

also proved that in many instances probes were necessary to solicit proper 

understanding and meaningful responses from the respondents, thus the researcher 

was aware that in the main fieldwork probes were necessitated based on the 

interview questions and the context. 
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3.5.1. Challenges encountered with the pilot test 

Various challenges were encountered during the pilot test. 

Firstly, this was the first to be done between the Hanseo University of South Korea 

and the Mafikeng Campus of the North-West University under the exchange 

programme signed by the two institutions. Thus, the researcher had difficulties in 

terms of the Korean culture and practises. 

Secondly, the modus operandi and communication were very different from what the 

researcher was used to, the level of respect and discipline was at the highest form 

and most of the time the Korean language was used as the only instrument of 

communication. Their academic tradition and norms were radically different from 

what the researcher was used to. 

Thirdly, the researcher had to use interpreters and translators. These resulted in lack 

of personal interaction, communicating in a different language led to the loss of the 

full spectrum of understanding and sensing verbal and non-verbal communication 

nuances. 

Fourthly, the researcher was the only person from an African state, and as a result 

the researcher felt very isolated from time to time. Therefore, adjustments and 

arrangements for the pilot test were somewhat problematic and at times complex for 

the researcher to manage because of the cultural differences. 

Fifthly, despite various challenges, LG Electronics was enthusiastic to support and 

assist the researcher in all aspects of the study. The researcher was given a contact 

person to work hand-in-hand with throughout the process. Confidential documents 

were verified before being given to the researcher as can be expected from large 

international corporations like LGE. National and international large businesses are 

reluctant to release 'critical' or 'strategic' information and aspects of the 

organisation's governance, even relating to academic studies as information , 

differentiating that organisation, can be used by market opponents7
. 

7 
The researcher was made aw are of this reluctance by his supervisor before he embarked on the resea rch in 

South Korea. His supervisor experienced the same reluctance as an employee of the Barclays/Absa Group for 
20 yea rs. 
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Over all the reception at LG Electronics was welcoming and comforting for the 

researcher, regardless of other aspects such as reluctance to contribute or 

participate in the study or to give out information by other respondents and issues of 

confidentiality between the organisation and the researcher. 

3.6. SUMMARY 

The aforementioned aspects of methodology in this study clearly identified the 

importance or significance of this study as an exploratory study. The methodology in 

this study described the whole process of exploration of being, by the respondents, 

as well as the realisation of being in the process by the researcher. 

The research design, methods and process that were undertaken in this study were 

stated in this chapter. The data collection method was also outlined according to the 

order of the procedure followed. 

This chapter presented the plan, layout or design of how the study was carried out to 

better understand the approach that was employed for the study. Qualitative 

methodology involves many techniques or processes that need a detailed plan of 

execution so as to draw out the research find ings. Thus the researcher has outlined 

the significance of this approach in the study and the empirical strategy of executing 

the study to better understand the phenomenon under investigation. 

The next chapter presents the data analysis and interpretations. 
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CHAPTER4 

DATA ANALYSIS AND INTERPRETATIONS 

4.1. INTRODUCTION 

The rationale of this study was to measure the strength of internal communication as 

a key driver of employee engagement and organisational performance. In doing so, 

this chapter presents qualitative data analysis and interpretations. Equally this 

chapter illustrates how the data collection process was carried out. The respondents 

from LG Electronics were used as the sample of the study and a set rule of 

purposive sampling was followed by the researcher. LG Electronics in Seoul, South 

Korea was the case study selected for the purpose of data collection and analysis. 

According to Creswell (2008: 213) qualitative research pre-supposes the 

identification of participants and research sites based on the ability of such places 

and people to provide valuable information on the phenomenon being studied. 

The raw data was analysed through a qualitative research method as adopted by the 

researcher for the purpose of the study. This method allowed the researcher to look 

at the raw data received from the interview schedule and focus group guide as 

instruments that were used to gather data for analysis in a significant way. The 

researcher moved back and forth trying to make meaning of the data received by 

systematically going through every text and listening to the audio-tape recorder time 

and again. A detailed description of the presentation of data was written synthesizing 

the information from the interviews. 

The stages and process followed through content analysis were discussed in-depth 

in the preceding chapter. It was also imperative to summarise this technique of data 

analysis as employed in th is study to better analyse and understand the messages 

conveyed by respondents of this study in a distinctive way. The researcher utilised 

the assistance of a translator where the respondents replied in Korean during the 

focus groups discussions and individual interview schedule. This was done to better 

understand the data collected and the meaning ascribed in every conversation with 

the respondents of the study. 
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4.2. THE RESEARCH PROCESS 

The researcher conducted focus group discussions and individual interviews. The 

two methods as decided by the researcher firstly took place on 11 September 2013 

as indicated in the pilot study. The main fieldwork took place on 7 October 2013. The 

respondents who contributed significantly to the process of data collection were 
/ 

employees of LG Electronics. 

Initially the researcher had scheduled interviews with 45 respondents; out of these 

45 respondents only 22 of the respondents were available to take part in the 

research study. Nine of the 22 respondents formed part of the focus group 

discussions and 13 of the 22 respondents formed part of the individual interview 

schedule primarily because they were available. Attempts were made on two 

occasions to interview other respondents but they were not available to participate 

because of various engagements in the organisation. 

The researcher started facilitating the focus group with the assistance of the 

translators by telling the respondents about what was going to be done, wanting to 

get their permission to record their responses on the audiotape. They all agreed. 

Then the researcher read the instructions and outlined the procedure of focus group 

discussions and the same was done with individual interviews. 

All respondents showed interest and determination to take part in the research 

process after instructions and procedures were outlined to them and none of them 

indicated any signs of misunderstanding. This was because the procedure and 

instructions were also read in their language by the translators. The research 

process began smoothly with the primary objective of everyone understanding their 

roles and what was expected from them (respondents), and they agreed to take part 

to the best of their abilities. 

4.2.1. The method of analysis 

After collecting the data, the researcher took the audiotapes that were used and the 

notes taken for additional information during focus group discussions and individual 

interviews. Participants' responses were recorded and later transcribed and 

analysed. During this process the researcher had the following instruction in mind: 
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"Transcribing of audiotapes involves close, repeated listening to record ings and 

taking notes verbatim" (Silverman, 2001: 161 ). 

Although this might seem a simple procedure, transcribing involves methodical 

and theoretical problems, as these might not necessarily be regarded as a 

solid empirical data of the interview study, b.ut are artificial constructions from 
.r 

the oral mode to the written mode (Kvale, 1996: 162). 

The reliability of these transcriptions therefore should be checked by involving two 

persons who listen to the same taped conversation and transcribe independently and 

later compare the two transcriptions, (Kvale, 1996: 162). In ensuring that the method 

of analysis runs smoothly, it was important for the researcher to involve two other 

persons who also listened to the same taped conversation and transcribed 

independently and compared the two transcriptions. The well-tested method of 

content analysis was used to interpret the data collected in both the interviews and 

focus groups. 

In order to limit the level of bias and subjectivity, the interview questions were 

prepared in advance, using the secondary data as the basis for question design. 

Although the aim was to let the respondent answer questions without interruption, on 

some occasions 'probes' were used to encourage them to focus on specific points of 

the questions when they may have been going off the subject. 

4.3. BIOGRAPHICAL DATA ANALYSIS 

It was imperative to determine the biographical data of a sample as this information 

could lead to the identification of certain trends and deviations in the sample units 

based on certain commonalities and · differences they may possess. Biographical 

data of the sample remained an integral part of establishing the experience, thoughts 

and ideas championed by the sample selected . 

For the purpose of this study, the biographical elements that were deemed to be 

imperative and pivotal to the foundation of establishing commonalities and 

differences between the sample units are listed below. 
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• The gender of the participants varied, with more of males than females. This 

indicated that the availability or participation of females was minimal as a unit 

in this study. The domination of males emphasised their availability to take 

part during the collection of data and their willingness or rather devotion to 

participate effectively in this study. To some extent, the minimal participation 

of female respondents indicated the level of commitment to some imperative 

projects of the organisation, when the study was conducted . Only a few 

females were at the forefront in the organisation and most males were the 

custodians in their various units or departments of service. There were about 

64% males and 36% females in the 22 respondents. This had a huge impact 

on the study because only a certain portion of females were available to 

participate. 

• The ages of participants also varied, most of the participants were between 

the ages of 30 and 40+ years. Four (18%) of the participants ranged between 

20 and 30 years, with an indication that these were the only participants in 

that age category available to participate. The difference in terms of ages 

also indicated the level of experience and duration of serving the organisation, 

as most participants were between the ages of 30 and 40+. Most of these 

participants have a long-standing relationship with the organisation and have 

served the organisation at various levels and also acquired different skills, 

experiences and were committed to the organisational success. Seven (32%) 

of the respondents were under the ages of 30-40, while the majority of the 

respondents (50%) were under 40+ year. 

• All the respondents had various positions according to their level of 

qualifications and experience. Junior respondents (those without much 

experience or many years of service) held positions according to their 

capabilities and strengths ( 4"1% of the respondents were junior employees). 

The intriguing part was that those that were called seasoned workers or rather 

seniors of the organisation held strategic positions and some of them were 

supervisors of different departments and units (59% of the respondents were 

senior employees). This showed that not only their ages had an impact but 

also their loyalty and standing relationship with the organisation contributed to 

their positions and individual growth. Senior positions as referred to were 
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dominated mostly by males in the organisation and very few females held 

strategic positions. 

• Another point that became clear was the level of qualifications that the 

respondents held. Some of the junior employees held university qualifications 

with little practical experience on the job but with more theoretical knowledge 

and understanding, while the vast majority of seniors (participants) held 

various qualifications such as university degrees, and various certificates. The 

interesting part was that all the respondents held certain academic or 

technical qualification from various institutions. However, some perform 

different duties from the qualifications they possess primarily because of the 

years of service and vast experience in a particular position. It was indicated 

that two of the respondents only received their qualification whilst on the job 

(meaning that the organisation took an initiative to educate them and they 

were conferred with certificates of competencies in various programmes 

offered in the organisation). 

4.3.1. Summary of the biographical data 

It is worth noting that the respondents held various qualifications, which proved to be 

pertinent and important for the organisation to recruit talented employees in various 

places. The organisation has gone to the extent of taking initiatives in ensuring that 

some of the respondents received certain qualifications, particularly for those who 

were outstanding in performing their duties. This increases employee retention and 

individuals' loyalty to the organisation. The age differences of all the respondents 

also affirmed the level of experience that the respondents possessed and some of 

them acquired such expertise and knowledge from the organisation, while others 

moved to the organisation from their previous workplaces with certain experience in 

a particular position or job description: 

The biographical information of the respondents also indicated dominance of males 

in the organisation. This can be quantified by the level of male participation over 

females, and also various positions that males occupied indicated or strongly 

affirmed that males dominated females in some areas of the organisation. The vast 

majority of such males in senior positions as employees ranged between the ages of 

30 and 40+ years; however, such an age also indicated their level of experience and 
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commitment to the organisation and confirmed the duration or period of service. The 

information also showed the high level of literacy from the respondents. All of the 

respondents varied in terms of their characteristics, experience, years of service and 

most important, and their knowledge background also varied. 

4.4. THEMES THAT EMERGED FROM THE ANALYSIS 

A well-tested method of data analysis for the purpose of this study is content 

analysis. This was followed during the analysis of the data collected from the 

research respondents, through this vigorous process of analysis various units 

emerged as themes or units of analysis. It was important to note that the units of 

analysis were synthesised from common characteristics that emerged from the 

inferences drawn from the conversations of the respondents. A comprehensive 

analysis of the themes that emerged is presented according to the thematic 

connections made through content analysis as a study technique. 

For the purpose of this study, the responses from the respondents were analysed by 

identifying similar descriptions and making inferences to group common aspects of 

the conversations gathered from the respondents into various themes that emerged 

from similar meanings of the messages conveyed by the respondents. 

4.4.1 . Theme 1: Understanding internal communication 

This theme becomes pertinent because it illustrates the level of the respondents' 

understanding in relation to aspects that influence and impact on internal 

communication as a building block of excellence and effective communication within 

the respondents' workplace. The first question served as an ice breaker with the 

intention of calming the respondents and setting the tone for a smooth flow of 

interaction with the respondents, moreover, the ice breaker assisted in terms of 

eliminating hostility or tense situation. 

Furthermore, the researcher requested the respondents to narrate or cite their 

thoughts, perceptions and understanding of internal communication in their 

workplace. What emerged here was that most of the respondents cited various 

assertions of their understanding in relation to communication . Three of the 
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respondents indicated that communication referred to the mode of interaction 

amongst employees in their workplace. One of those three respondents went further 

to elucidate that communication implies the ability to openly transfer messages or 

instructions about a particular phenomenon to the recipient of the message. 

One of the respondents was quoted as saying: 

"Communication is like receiving information or instructions about a 

particular idea or task, and fulfilling that task you received either as a 

message or directive from the communicator and in return providing 

feedback to the sender". 

Another respondent was quoted as saying: 

"Communication means talking to each other as employees or talking 

with the management of the organisation to achieve one common goal, I 

am not certain what kind of communication is that, but we communicate 

to each other to build relationships, get work done and improve 

performance of the cooperation". 

Most of the respondents indicated that communication was all about interacting with 

each other to fulfil organisational goals and objectives. One of the respondents 

explained that communication occurs within a structure or context in which members 

of the organisation work towards achieving the objectives set out by the structure of 

communication and improving organisational performance. Five of the respondents 

indicated that communication builds the organisation within and outside, two of these 

five respondents argued that internal communication was integral because it 

determines how effective and efficient the organisational culture was to the outside 

public. One of the two respondents maintained that his understanding of 

communication referred to open, transparent and two-way communication, where the .. .. - . . 

organisation works as a team or collective to communicate openly and the utilisation 

of a two-way communication between employees and management level. 

"Communication is a multi-stage process that involves the sharing of 

information in various forms between individuals and groups. It 

encourages collaboration, happiness and satisfaction", said a 

respondent. 
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It was also imperative for the researcher to note that most of the respondents wanted 

to ascribe their own understanding of communication that best suited their various 

contexts, positions, and roles in the organisation. Some of the respondents 

highlighted that communications to them meant organisational development and 

growth, two of the respondents argued that effective communication and proper 

communication determined the developmental growth of the organisation, including 

the role of all organisational subordinates in different growth stages as part of their 

understanding of communications. 

The researcher also asked the respondents to explain how well-informed they were 

about internal communication process, strategies and changes in the organisation. It 

emerged that most of the respondents carried varying assertions about being 

informed. Four of the respondents maintained that they were well-informed about 

communication processes and strategies of the organisation. One of the 

respondents indicated that he was not well-informed about larger-scales such as 

changes in the organisation or some confidential aspects of communication process, 

primarily because of his work division and position in the organisation. 

The respondent was quoted as saying: 

" I'm well informed on a minute level, but maybe for the bigger changes 

I'm not that well informed because of my position in the organisation and 

divis ion" . 

Most of the respondents had a common agreement that they were well-informed 

about internal communication strategies and processes in the organisation, three of 

the respondents mentioned that in their positions they had a responsibility for 

understanding communication strategies and processes because they worked closely 

with the communication and . _corp_orate culture team which plans strategies and 

effective methods of communications in the organisation. One of the respondents 

indicated that the organisation encouraged open communication and proper 

understanding of communication processes, thus he was well informed about 

changes and strategies as they were communicated to everyone in the organisation, 

however the respondent also remarked that his position also played a major role in 

understanding communication processes and strategies. 
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The respondent maintained that: 

"I'm more informed than ever before and I think that's because of the 

strategic position I have in the corporate culture divis ion as well as 

attending various management meetings in the d ivision as part of my 

organisational mandate" . 

The researcher further asked the respondents whether internal communication 

strategies were effective and convenient to everyone in the organisation. The 

question proved to be pertinent and important because the views of respondents 

varied. Two of the respondents highlighted that internal communication strategies 

were effective because of open communication and proper planning and 

coordination from the communication team that deals with a variety of aspects in 

relations to formulating effective messages, transparent methods of communication 

and a two-way system that encouraged feedback. One of the two respondents 

maintained that two-way communication was important as part of strategic 

communication that is open to every employee in the organisation to utilise. The 

respondent also maintained strategies of communication were convenient to most of 

the employees because the system was effective and two-way; the respondent 

highlighted that communication strategies involved employee's needs in relation to 

the "LG-way" 8 and the philosophy of the organisational management that 

emphasised open communication and culture oriented employees. 

One of the respondents indicated that the 'LG-way' emphasised effective 

communication strategies as a method adopted by the organisation to improve the 

role of employees and attain organisational objectives. The respondent further 

emphasised that the model of communication adopted by the organisation was 

proactive and fulfilling because the approach to communication strategies was two

way folded and open . The respondent argued that the organisation prioritised 

communications skills through their philosophy of 'Jeong-do management'9 , which 

simply referred to the transparent and open leadership style of the management to 

8 LG-way - Action plan of the organisation founded on principles of trust, respect, open and 
transparent communication. The model forms part f the philosophy of strong leadership and open 
communication as a basis of integrating employees to the organisational culture. 
9 Jeong-do management philosophy- A philosophy management founded on principles of respecting 
human dignity, customer value creation and people-oriented management, the action guidelines 
for all LG Electronics employees. 
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encourage diverse views form the employees which impact positively on the 

performance of the organisation. 

The respondent was quoted as saying: 

" Jeong-do management philosophy encourages open and transparent 

communications which have a significant impact on the staff 

engagement. The model accounts for 80% of decisions to engage or 

disengage; this on its own is the mechanism to evaluate effective 

communication in the organisation through 'LG-Way' as a strategic 

approach to internal communication". 

Another respondent highlighted that communication was a key element of LGE's 

corporate culture, and was essential to accomplishing their vision of being the "World 

Best at Enriching Lives through Innovation". Open communication between team 

leaders and individual work units help's everyone to take pride in their shared 

accomplishments, and motivates employees to complete each job to the best of their 

abilities. The respondent further added that from 2009, the CEO held communication 

meetings eight times every month, in which the CEO could interact freely with 

employees. These meetings served to share their corporate vision and strategies, 

and provide guidance on individual work duties. 

Five of the respondents mentioned that effective internal communication strategies 

such as the 'LG-way' method enhances productivity and employee's performance, 

the respondents highlighted that the role of 'LG-way' was to equip employees about 

the objectives and future visions of the organisation. One of the five respondents 

argued that employees' understanding of the organisation and methods of 

communication was enhanced by the 'LG-way' model of capacitating employees with 

relevant knowledge of the organisational culture through numerous engagements 

and transparent communication. The emphasis of the respondents was placed on 

the 'Jeong-do management' philosophy of leadership which encouraged open 

communication and employee empowerment through various programmes and 

dialogues with either the CEO or other executives from the management. 
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4.4. 2. Theme 2: Employees' contribution and involvement 

The second theme that also proved to be pertinent was the contribution of employees 

towards the organisational development, communication process and engagements. 

The respondents reflected their involvement as a collective unit as determined by the 

'LG-way' as an approach to effective governance, innovative culture and staff 

engagement. Respondents were asked about their role in the communication 

process and organisational development. What emerged here was the fact that 

respondents affirmed various roles in relation to the organisational development and 

communication processes. 

One of the respondents attested that her contribution adds certain value to the 

overall development of the organisation because of the intensified communication 

strategies within the organisation. The respondent further elaborated that 

communication processes were made simpler by the collective efforts of employees 

in various domains of the organisation . Another respondent mentioned that 

employees contributed to the success of the organisation primarily because the 

cooperation encouraged teamwork more than individual work; however, individual 

work was also recognised for exceptional delivery from employees through their 

dedication. 

Two of the respondents highlighted that the average performance and success of the 

organisation in the market place emphasised the fact that employees were grounded 

in ensuring that their skills, talents and innovation drives the organisational 

performance. The respondents affirmed that dedication to duties was empowered by 

the strong leadership philosophy of the 'Jeong-do management' through 'LG-way' as 

founded on the principles of trust, open communication and employee's welfare. 

Three of the respondents mentioned innovative culture by the management 

philosophy by allowing employees to experiment and work according to their abilities 

as a powerful source of employee's contribution. Emphasis was placed on the fact 

that the cooperation encouraged free movement and creative innovation from 

employees as a source of excellence and organisational success. 
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One of the respondents affirmed that: 

Her involvement in the organisation was based on the mission and 

objectives of the organisation. Showing commitment and dedication to 

the prescribed duties affirmed her role in the organisation and such level 

of commitment emphasised effective communication networks in the 

organisation. 

The respondent elaborated by highlighting that the model of 'LG-way' equipped 

employees to better understand the corporate values and innovation culture that the 

organisation was striving for, the respondent also suggested that the model assured 

employees commitment to the objectives and goals of the organisation as part of the 

mechanism to encourage employees to execute their duties effectively and 

transparently. The respondent also highlighted that the model taught employees the 

future goals of the organisation, including the future path that the organisation was 

striving to take in relation to the organisational mission and vision. 

It was also interesting to note that one of the respondents highlighted that poor 

organisational performance impacts negatively on the model of the organisation and 

thus suggesting that employees are not properly engaged in their duties. The 

respondent also affirmed that poor performance leads to poor execution of duties and 

disengagement. The respondent asserted that: 

"Poor communication leads to poor organisational output, the 

performance of the organisation relies heavily on the minds of the 

employees. The mindset of employees also requires an effective 

balanced system of communication with proper support from other 

colleagues in the organisation". 

The assertion affirmed by the respondent indicated that the organisation was 

determined to encourage collective teamwork as an efficient strategy of engagement 

and the promotion of the 'LG-way' model. The respondent further asserted that the 

most important part about a positive mindset was the ability to put extra effort 

(discretionary effort) on a particular goal or intention; such goals or intentions were 

better achieved when there was a collective view and engagement. The respondent 

placed emphasis on the fact that collectiveness in the workplace meant the ability or 
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the skills to receive instructions, messages and information from the seniors and 

proactively acting upon them in the best interests of the organisation. 

One respondent attested that: 

"The LG-way model strengthens communication in the sense that all of 

the aspects have links to our communication style. In terms of customer 

value creation, we are able to continually look for and communicate 

innovative improvements in what we do. In terms of people-oriented 

management, we are able to ensure that we value the contributions of all 

employees and pursue new methods of thinking. Finally, our unique 

jeong-do management enables us to prove our credentials as a fair 

company in all that we do". 

Respondents were further asked about their contribution in making communication 

strategies and programmes efficient in the organisation. Most of the respondents 

attributed various objectives and contributions they make towards attaining open and 

convenient communication processes. Few of the respondents mentioned their 

commitment and loyalty to organisation as part of enhancing and achieving various 

programmes that the organisation was striving for. It was indicated that loyalty to the 

brand or product played a pivotal role in understanding the principles and culture of 

the organisation. Two of the respondents highlighted that the most important 

measure of employee's contribution was the solid and intensified relationship that 

existed between employees, supervisors, and various managers. 

It was argued by the respondents that solid relationships as part of the mechanisms 

for interactions and engagement were more sufficient and imperative, because of the 

feedback from the communication processes. The respondents also emphasised 

that employees' involvement was based on the mutual respect that their organisation 

has towards them; they affirmed thaf solid relationships were built on the basis of 

trust, loyalty and dedication to the workplace. One of the respondents elaborated 

that his involvement in the organisation was measured by his environmental 

awareness, understanding of policies, goals and pursing the organisational culture in 

all aspects. The respondent also highlighted that the ability to engage supervisors 

and other colleagues about the future prospects and goals of the organisation was 

imperative to the objective course of the organisation , which was promoted by 
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respecting human dignity and trusting other colleagues as part of the 'Jeong-do 

management' philosophy. 

The respondents were further asked whether the management of the organisation 

were optimistic about their contribution and value to the organisation. Various 

reasons were asserted by the respondents. Most of the respondents suggested that 

their value to the organisation was fulfilling and the management of the organisation 

was very optimistic about the contribution and significant impact of the employees. 

One of the respondents asserted that the management of the organisation were 

optimistic because of various programmes that were in place to assist employees in 

performing their duties excellently, employees were empowered to further the 

corporate mission through executing the "LG Way", which was founded on trust, 

respect and open communication. Another respondent remarked that the corporate 

created value for itself and its employees by enabling them to make use of the full 

range of their abilities in pursuing organisational goals through added value and 

innovation. 

The respondent emphasised that: 

"A manager can create an "involved employee." It is then much easier to 

turn that sense of involvement into enthusiasm and a sense of pride in 

ownership that creates the highest levels of engagement with 

employees". 

Through this notion, the respondent argued that the management was central and 

crucial to the overall value that employees add. The respondent further suggested 

open communication which is two-way acted as a barometer to evaluate and 

measure the impact and contributions of employees and as a result the 'LG-way' was 

promoting two-way communica_tjon C2Jn9 relationship building between employees and 

the management in order to fully engage in the organisational culture and principles 

of the 'Jeong-do management' philosophy. 

4.4.3. Theme 3: Diverse channels of communication 

Another theme that also proved to be more pertinent and important in relation to the 

understanding of internal communication and the aspects that contribute significantly 

to building a proactive system was the diverse channels of communication. All the 
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respondents held various views regarding channels of communication which were 

utilised in their workplace. It was worth noting that all the respondents were well 

informed about channels of communication and various methods; this was affirmed 

by one of the respondents as he indicated that the organisation operated through 

diverse technological channels. The respondent maintained that the division was 

more technological in approach, thus understanding various methods and channels 

of communication was of paramount importance to the goals and objectives of the 

organisation. 

The respondents mentioned that channels of communication were simply referred to 

as platforms or mediums of sending information from various points. It was further 

stated that LG Electronics maintains an internal network of diverse communication 

channels through which their various work units can freely communicate with one 

another. They strive to also provide a high level of employee welfare and nurture a 

corporate culture in which every employee can enjoy a harmonious balance of work 

and family life. 

Some of the respondents highlighted that their understanding of communication 

channels referred to the ability of the organisation to use its resources to 

communicate various messages to the employees, such information can take many 

forms or correspondences. The respondents further elucidated that print media and 

electronic media remained the most employed tools in their organisation. This 

revealed that al l of the respondents understood various methods of communication ; 

their answers indicated that they were informed about different techniques that their 

organisation employs to communicate in most instances. 

Two of the respondents also affirmed that employees not only understand their 

environment but they understand the core values of executing their organisational 

mandate effectively through well-structured channels of communication that are 

proactive. The respondents also argued that the level of engagement and ownership 

of various innovative ideas and creativity emphasised some of the methods of 

communication. They pointed out that the methods of communication encouraged 

collectiveness, the ability to unite employees and enhance open and fair 

communication between the management and general employees. 
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The respondents believed that part of the reason that communication enhanced 

interactions and relationships was because of the coordinated channels of 

communication. They also believed that retention and engagement of employees 

was as a result of organisational culture (the abi lity to communicate relevant 

messages) and the embodiment of a common language that makes employees 

relate to each other and become committed to their work schedule. One of the 

respondents further attributed that coordinated communication required skilful 

execution, and through such coordinated channels of communication employees 

were represented and have ownership of the communication process. 

One of the respondents maintained that: 

" We use communication methods both online and offline: 

everything from email and company messenger through to 

meetings and 1 on 1 communication. The method we use depends 

on the content and the audience, both size and level" . 

The researcher further asked the respondents whether the channels of 

communication were proactive or reactive. Respondents were divided on this 

question. Two of the respondents indicated that only certain mediums of 

communications were effective, primarily because such mediums were the ones 

utilised frequently. They affirmed that regular meetings, distribution of mail, 

newsletters and the use of internet were the most popular channels of 

communication used and thus according to them were effective. 

One respondent further highlighted that: 

Electronic media is the most influential tool of communication in the 

current age. " Electronic !;ommunication is at the centre stage of the 

organisation and we are using it to interact with each other and receive 

messages about the progress of the organisation". 

Only three respondents mentioned face-to-face communication as a powerful 

channel of communication. The three respondents also mentioned that face-to-face 

interactions remained the old traditional way of communicating , but also indicated 
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that this traditional way of communication has major advantages compared to the 

other mediums of communication. 

One the respondents indicated that from direct (face-to-face) communication as a 

channel of communication, feedback was monitored and remained crucial to 

understanding if the intended message was interpreted accordingly. The other 

respondent stated that face-to-face communication was more "realistic and reliable" 

than communicating through a computer. The respondent further asserted that 

through direct communication as a channel, one was able to probe certain questions 

and seek more clarity. 

The three respondents who preferred face-to-face communication more than other 

ways of communicating cited numerous reasons for their choice. They also indicated 

that the value of direct communication can be seen more during departmental 

meetings or briefings; through those gatherings employees were able to interact with 

their supervisors and heads of departments effectively and spark debates. 

One of the respondents contented that: 

" Face-to-face communication is influential and important, I like it 

because it gives me the opportunity to interact effectively with other 

people, and I also prefer it because sometimes it's very difficult to 

understand what the people are saying through e-mails or online". 

Another respondent asserted that: 

" Feedback is important in communication; I prefer face-to-face 

communication because I get direct feedback on the spot, unlike writing 

mails which sometimes people do not respond to them especially some 

seniors in the organisation. W.hen I meet them for direct communication 

it becomes better because they can't hide or run away without answering 

me". 

However some of the respondents maintained that electronic messages were 

paramount because they are heavily engaged in their prescribed duties and at times 

prefer to be updated through mails or reading newsletters only. One of the 

respondents asserted that communication was pivotal to the successful growth of the 
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organisation and it was through proper communication channels such as the use of 

organisational radio stations and other methods that employees become more 

engaged and understand the role of their organisation. 

4.4.4. Theme 4: Organisational culture and performance 

Organisational culture proved to be one of the pertinent themes from the 

conversations of the respondents. Respondents were asked to give their views about 

their workplace, and various assertions were made by the respondents. Two of the 

respondents mentioned the impact of culture that unifies employees towards the 

broader goals and principles of the organisation as the main factor that contributes to 

engagement. The respondents also affirmed that organisational culture plays a 

pivotal role in understanding both the vision and mission of the organisation; an 

emphasis was placed on the 'Jeong-do management' philosophy as a catalyst that 

contributes immensely to both internal communication and engagement in the 

organisation. 

One of the respondents also maintained that LG Electronics thrives because of the 

culture of innovation that they promote throughout their institution. As part of this 

effort, they hold the "Global Innovation Competition" annually, inviting employees to 

participate by sharing their ideas on LG Electronics' "Innovation Culture",. A total of 

17,000 employees participated , with 8,700 ideas being submitted for consideration 

and adoption by the corporate's management. The respondent also highlighted that 

such programmes and activities were meant to integrate and promote innovation in 

the organisation by allowing employees to contribute immensely to the organisational 

culture of the organisation. 

It was also emphasised that the management of the organisation were optimistic 

about the positive impact that -corp-orate culture had on the daily operations of the 

organisation and in the individual lives of all employees. It was also suggested that 

various programmes were put in place to intensify both the working conditions of 

employees and the relationship between the employees and the management of the 

organisation. 
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One of the respondents maintained that: 

"Corporate culture plays an essential role in any organisation. It is the 

basis of everything the organisation does, the level of engagement 

among the staff, and the impression it gives to the outside world. A 

strong corporate culture makes a company, and its employees, able to 

survive and thrive". 

Another respondent highlighted that LGE promotes a culture of "Creativity and 

Autonomy" as part of their drive to grow into an innovation leader. In 2009, 17,000 

employees participated in a breakthrough idea contest called "Global Innovation 

Competition", which generated approximately 4,000 fresh and useful ideas. A further 

8,700 ideas were submitted through the corporate's online Communication Portal. 

This was highlighted to emphasise the commitment of the organisation to value the 

ideas and inputs of employees. This reflected the attempt that the organisation was 

making to grant ownership of ideas and creativity to employees of the organisation. 

One respondent was quoted as saying: 

" Innovative culture defines both the current and future path of the 

organisation, autonomy and creativity is integral to the success of the 

organisational culture, thus the management of the organisation 

transferred both 'ownership and autonomy' of ideas to employees 

through various programmes in line with the LG-way model". 

Respondents were further asked about their relationship with the management of the 

organisation from the executive level to lower levels. Most of the respondents said 

that they have mutual relationships with the management of the organisation; they 

further indicated that such relationships were motivated by the level of engagement 

and common understanding .?f o_rg~nisational goals. One of the respondents 

highlighted that the management of the organisation was optimistic about the value 

that employees add to the organisation; the respondent also asserted that the 

management of the organisation encouraged collective work and they recognised 

potential in different employees. Another respondent pointed out that the 

management of the organisation organised or arranged events where they rewarded 

excellence and dedication. The respondent also affirmed that such events 

encouraged employees to perform adequately on their various duties. 
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One of the respondents pointed out that LGE had established clear and rational 

corporate-wide job evaluation standards, and employs them as part of an HR system 

that assigns incentives and bonuses in a fair manner. Personal evaluations were 

carried out semi-annually for office staff, and multidisciplinary leadership training was 

provided to team leaders once per year. Technical staff was evaluated semi-annually 

using job-specific criteria that may include knowledge, teamwork, personal 

responsibility, leadership, management potential and individual performance. 

One of the respondents mentioned that: 

" We are rewarded for our efforts, accordingly, I do think this is a good 

initiative for the organisation to realise excellence and hard work f rom 

employees". 

Four of the respondents elucidated that the management of the organisation 

preferred a competitive environment, where different employees performed 

according to the best of their abilities, and felt satisfied with the direction of the 

organisation. Another two of the respondents highlighted that the organisation also 

empowered employees through regular workshops, seminars and conferences. The 

two respondents emphasised that the organisation was fully engaged in terms of 

producing excellence for the growth and success of the organisation; they further 

indicated that employees benefited a lot from the events of the organisation and thus 

the level of trust and loyalty between employees was very high. The respondents 

indicated that from 2009, the CEO held communication meetings eight t imes every 

month, in which the CEO could interact freely with employees. These meetings 

served to share their corporate vision and strategies, and provide guidance on 

individual work duties. 

Another respondent attested that: . 

" After assessing the results of indiv idual performance evaluations, LGE 

sets future Functional Capability Development targets for each 

employee, devises customized plans and targets, and helps employees 

to reach t heir targets through on-going monitoring and training". 

One of the respondents mentioned that the organisation recruited individuals with 

exceptional skills primarily because of the mission and vision of the organisation. 
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The respondent also cited that recruiting the best in the industry meant a lot for the 

success of the organisation as an aspiring number one leader of the global market. It 

was also highlighted that the organisation takes pride in its employees because of 

the intrinsic vision that the employees bring to the background of the organisation. 

It was also argued that the organisation operate in a Global Total Reward (GTR) 

system that helps their corporate section to attract top candidates and meet their 

need to secure employees with the ability to work in all required job settings. LGE 

strives to meet the highest global standards in fashioning globally-competitive HR 

systems. They grant team leaders the authority and responsibility to develop the 

individual capabilities of staff under their supervision. 

One of the respondents maintained that based on the conviction that the driving 

force behind the company's growth is its people; LGE continuously work to find and 

acquire quality talent with a wide range of recruiting activities. As part of their efforts, 

they tour universities to host recruitment events and provide career counselling to 

students, while pursuing industry-academia cooperation programs with numerous 

universities to create a ta lent recruitment process that benefits students, universities 

and LGE alike. They also have diverse open recruiting programs in place to discover 

quality talent on an on-going basis and also empowering employees with the 

organisation through various programmes which were supported by the 

organisational management as part of intensified relationships. 

Respondents also indicated that employees were required to establish their own 

Career development Program (herein referred to as CdP) along with annual 

performance targets. Based on the CdP, employees have a "One-on-One Caring" 

interview with their managers to receive any support they need to follow through with 

the plan. Under the system, e~ployees choose their own career tracks, identify work 

experience and training required for the chosen track, and map out detailed action 

plans based on the career development roadmap standardised for each business 

function. As an outcome of those meetings, LGE designs a career development and 

training plan appropriate for each member's needs and also discuss their grievances 

and support needed to achieve established objectives. One-on-One Caring 

interviews are conducted on a semi-annual basis in conjunction with employee 

evaluation. Employees receive training support based on the finalised CdP and are 

95 



provided with the opportunities promised regardless of business/management 

issues. 

Another respondent suggested that: 

"Absolutely-our corporate culture is the main tool in strengthening 

communication and employee engagement in our organisation. Our 

corporate culture is very well-known among our employees, and 

adequate training and education programs reinforce it further. We strive 

to improve our employees' engagement levels via reasonable means 

possible". 

One of the respondents mentioned two critical aspects of the organisation that 

encapsulate quality employees based on their vast knowledge as a main recruitment 

focus for the organisation. 

• To benefit from the widest range of talents, LGE views the entire world as its 

recruiting pool. They use micro blogging to enable easy communication and 

information exchange among their global workforce, and they are studying 

ways to apply innovative web 2.0 tools to personal study and new-hire job 

training in the near future. 

• LG Electronics believes strongly that people should have proper incentives to 

put forth their best work, and that good work should be amply rewarded. They 

therefore operate an objective and transparent evaluation and bonus system 

that takes into account both individual and team-level performance. 

The respondents concluded that employees were evaluated on individual 

performance, common capabil ities, and leadership, while the technical employees 

were assessed based on professional knowledge, teamwork ability, and sense of 

responsibility, management -ability -and performance. The job training programs 

offered to employees were custom-tailored to each employee, based on annual 

performance evaluation results. They also provided employee development 

programs at the Company level. 

One respondent maintained that: 

"Based on the outcome of employee evaluation, LGE rewards high 

performers with differentiated compensation in the form of 
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raises/incentive and promotion/staffing. Excellent organisational 

performance was rewarded with promotion and staffing". 

The outcome of employee evaluation also serves as grounds for differentiated 

compensation such as salary raises and regular/ad-hoc incentive bonuses. There is 

no salary gap between male and female employees, and LGE rewards high 

performers with differentiated compensation based on individual performance to 

motivate employees' strong performance. They also provide clear feedback and 

coaching to inspire excellent performance across the organisation. The respondents 

also indicated that loyalty enhanced open relationships between employees and the 

management; it was believed that the overall performance of the organisation was a 

result of trust, loyalty, dedication and above all effective communication inside the 

organisational sub-systems throughout. 

4.4.5. Theme 5: Change management by employees 

Another pertinent theme was brought to light through the analysis of the messages 

from the respondents. All the respondents of the study were asked whether they 

enjoyed their workplace conditions, and numerous statements from the respondents 

were identified. Five of the respondents asserted that they enjoyed their workplace 

conditions primarily because of the sustainable growth and the efforts they exert for 

the organisational performance. Some of the respondents believed that their 

environment (working conditions) were excellent because of the firm leadership role 

that the management of the organisation was portrays in various levels of the 

organisation. These respondents also argued that the management of the 

organisation was concerned about satisfying the needs of the employees in all levels 

of the corporation. 

It was also indicated by the respondents that their working conditions were sustained 

by the allocation of proper resources to support both individual and team innovation 

and creativity. One of the respondents suggested that the allocation of resources in 

every department and the organisation as a whole indicated the level of commitment 

from the management. The respondent further suggested that the high performance 

from employees in the organisation determined the relationship that both the 

management of the organisation and the employees were having. Another 
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respondent pointed out that better working conditions propelled effective service 

delivery on the part of the employees. He further indicated that employees in all 

levels of the organisation showed positive emotions, because they were supported in 

achieving their mandate. 

The respondents also suggested that the suitable environments produced positive 

attitudes from the employees, and they also argued that employees exerted much 

effort on their daily activities because they were delighted or rather impressed by the 

sustainable relationship and firm leadership character from the management of the 

organisation . Two of the respondents maintained that strong leadership character, 

better working conditions and the employee's positive emotions emphasised the high 

performance rate of the organisation. 

One of the respondents was quoted as saying: 

"Our organisation is rated amongst the best in the country and the 

world; I think we work hard to make sure that our performance stay high, 

another point is that we receive support in our various departments. The 

support might not also be adequate but one day we will get there as an 

organisation". 

The respondents also mentioned that change agent (herein referred to as CA) and 

digital board (herein referred to as DB) tools were part of their corporate's bottom-up 

methods for promoting communication throughout their organisation. CAs played the 

role of leading organisational change, fostering dialogue and motivating superior 

performance among their work units. The main ro le of the CA was to gather the 

Voice of Employees (herein referred to as VOE) and relay it to senior management, 

as well as to ensure that employee feedback was incorporated into team 

management. The CA progFam was launched in 2009 with 466 participants 

(employees). DB, meanwhile, was a representative organisation for white collar 

employees in Korea. It serves as a bridge between employees and management, 

and organises a variety of programs related to employee rights and benefits. 

One of the respondents highlighted that the organisation had various programmes in 

place specifically dedicated to promote change and integrate employees in the 

management-shared vision of the 'Jeong-do management' philosophy. The 
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respondent suggested that LGE focused on Waste Elimination, which specifically 

means the elimination of unnecessary tasks so that employees can focus on key 

work duties, and thereby have more free time to create new value at work and enjoy 

themselves with their fami lies. Excellent examples of waste elimination are shared 

via the online employee portal and through offline staff presentations. 

The respondents also emphasised that the organisation understands the importance 

of work-life balance, and tries to create a family-friendly atmosphere within their 

workplace so that employees feel that their lives outside the office were more valued 

and respected . This was part of the change management initiative meant to improve 

the working relationship of employees and their families. The organisation had a 

programme to invite employees' families to visit the office occasionally to learn about 

the company and understand the importance of the work they do as part of open 

communication, engagement, and employee integration to the organisational culture 

and values. 

Respondents were further asked whether the management of the organisation were 

optimistic about their performance role. Various connotations were made by the 

respondents; respondents indicated that the management were always willing to 

listen to employees, take inputs about change and direction from the employees 

which indicated a strong character of leadership. One of the respondents affirmed 

that in most circumstances the management of the organisation were optimistic 

about the successful performance of employees. The respondent also suggested 

that not all the employees held positive emotions about both the organisation and the 

management. The respondent pointed out that some of the employees did not 

concern themselves much about what the management of the organisation thought, 

they were all concerned about doing their work to the best of their abilities with 

proper support from their colleagues. 

The respondents further maintained that their influence on the organisation as 

vanguards of change impacted significantly on the financial bottom-line. They 

indicated that the level of awareness to drive the performance was immense and 

challenged them to be more involved in championing organisational goals and 

values. The respondents also argued that the nurtured culture of open 
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communication encouraged high levels of understanding the broader principles of 

the organisation as shared by the management of the corporation. 

4.4.6. Theme 6: Employees' 'voice' and engagement 

Another theme that was captured from the analysis of the conversations from the 

respondents proved to be more imperative as it addressed employee's voice and 

engagement. Respondents were asked whether they received adequate support and 

freedom to impart knowledge in the organisation. Most of the respondents agreed 

and argued that the organisation encouraged freedom of information, imparting 

knowledge both to one another and to the organisation itself. The respondents also 

argued that mechanisms were in place to serve both as supportive and 

encouragement to the daily operations of the organisation. 

Some of the respondents further suggested that employees were at the forefront of 

the organisation and they also indicated that the support they received from the 

organisation was adequate to propel excellence and teamwork. Some of the 

respondents argued that, most of the supporting mechanisms provided by the 

organisation emphasised or encouraged team peers and effective communication. 

The respondents also indicated that LGE was a global company with a complex 

supply chain, which gave them many opportunities to grow. It was also suggested 

that employees enjoy the atmosphere at work as it encourages them to be more 

creative, innovative and at the same time challenged them to reach their potential. 

One of the respondents pointed out that: 

" In my career, LGE put a lot of effort to develop different programs for 

capability development especially in areas like On-line training, 

Conferences etc. Plus, the- evaluatio n & compensat ion system is based 

on individual work results so it gives me a stimulus to w ork harder and 

develop my capabilities. Nowadays we are often exposed to everyday 

st ress due to overwork or challenging projects at work". 

The respondent further pointed out that LGE was one of the companies that 

emphasised the importance of work-life balance by encouraging employees to leave 
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earlier on Friday to spend more time with their family members and even provides 

some tools to monitor the progress of work-life balance by using dashboards. 

One respondent said: 

"I look forward to developing my capabilities and keeping work-life 

balance in LGE through improvements in the system for employees". 

Respondents were also asked whether their suggestions and inputs were recognised 

by the management of the organisation. Most of the respondents indicated that 

employees held a strong 'voice' in the organisation. They further argued that 

because employees were regarded as the vanguards of the organisation, every 

suggestion they made regarding the development of the organisation was carefully 

analysed by the management. 

Respondents were probed further to find out whether the management implemented 

their suggestions. Some of the respondents believed that not all of what they 

suggested was implemented or considered, they indicated that only practical 

suggestions which had the ability to change the organisation for the better were 

considered by the management. One of the respondents highlighted that the 

management's approaches were different because they do not just take what the 

employees were saying from the word go, however they would sit and discuss the 

implications and benefits of various suggestions and later make an informed 

decision. 

The respondents also maintained that the main role of the change agent (CA) was to 

gather the Voice of Employees (VOE) and relay them to senior management, as well 

as to ensure that employee feedback was incorporated into team management. A 

further emphasis was placed_ on the fact that employee's feedback was central to 

both information sharing and imparting knowledge; the respondents also maintained 

that open communication between the management and employees remained 

integral to championing the voices of employees. 

One of the respondents argued that: 

"I believe that as a result of the constant quest for innovation and idea 

creation, the management demonstrates its optimism about the 
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employee's contribution and communication. There is a mutually trustful 

relationship" . 

Respondents were also asked whether they communicated their dissatisfaction with 

relevant authorities in the organisation, the responses of the respondents were 

divided on this question. Two of the respondents suggested that the authorities at 

different levels varied in terms of their approaches; they maintained that sometimes it 

was very difficult to raise an issue and get proper support or adherence from the 

authorities, particularly within departments. The two respondents also argued that 

dissatisfied employees always communicated their concerns to their supervisors, 

heads of departments and other line reporting personnel in the organisation but only 

minimal action was taken about the situation. However, some of the respondents 

believed that their dissatisfactions were met adequately and addressed accordingly 

because the organisation encouraged extensive engagements, in an open and 

transparent system of communication which was two-way. 

Another respondent highlighted that: 

"Our employees have a tremendous awareness of the risk that is 

associated with the industry in which we operate. We have one eye on 

surviving turbulent and troublesome times, and another on becoming a 

future growth organisation through our awareness of the future. By 

harmonising often conflicting values, we are becoming an organisation 

that is strong, developed and able to survive all things through the 

voices of employees". 

The respondents also argued that the inputs and suggestions of the general 

employees directed the future aspirations and goals of the organisation, it was 

emphasised that corporate __ cult~re , accountability, open communication and 

employees commitment were central to the developmental growth and success of the 

organisation. The respondents also highlighted that the ability to integrate the inputs 

and voices of the employees granted autonomy and innovation to employees 

because they primarily felt a sense of ownership of their ideas and the success of the 

organisation. 
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One of the respondents pointed out that the organisation encouraged employees to 

voice out their concerns in all aspects, but the problem lay with the people receiving 

such concerns or dissatisfactions because they seemed not to be proactive in 

dealing with the situations. Another respondent mentioned reporting mechanisms 

were the best primarily for the reason that the organisation encouraged speaking 

behaviour from the employees to proactively make suggestions for change. The 

respondents maintained that the communication process between employees and 

the authorities in various levels was of paramount importance for the reason that it 

determined the progress and success of the organisation. 

However, some of the respondents felt that they were regarded as agents of change 

through their suggestions because they believe that the management of the 

organisation was optimistic about change. They also argued that their contribution to 

change has significance on the way the management was doing things in the 

organisation. These respondents believed that a lot still needed to be changed in 

terms of the reciprocal relationship between employees as the voice of the 

organisation and the management as the authority of the organisation. 

They also suggested that the achievements of the organisation were primarily based 

on the voices of employees calling for better improvements and change in the 

organisation. The respondents argued that employees identified themselves with the 

corporate culture of the organisation. They also suggested that employees remained 

the identity of the organisation, and such identity was protected for the reason that it 

reflected who the organisation was to the general public. 

The respondents also highlighted that they formed part of strategic decision making 

in the organisation. They maintained that their inputs and suggestion were 

incorporated in decision making; they also argued that the management of the 

organisation allowed them the freedom to take beneficial decisions based on their 

work. It was pointed out that the level of trust and open communication were 

imperative factors contributing to the freedom of imparting ideas and making key 

decisions relating to their duties and to improve the overall goals of the organisation. 
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4.5. SUMMARY 

This chapter presented the data analysis and interpretations. The chapter indicated 

the method of analysis that was followed throughout the analysis and interpretations 

of data. It was also imperative to reflect that content analysis was adopted as a well 

tested method of analysis. The chapter also indicated that through the use of content 

analysis and making thematic connections, various themes emerged and were 

analysed and interpreted according to the research method employed. The themes 

summarised the conversations of the research respondents rigorously so as to 

narrate the thoughts, perceptions, and experiences of the research respondents. 

The responses were documented and presented in-depth, consideration was taken 

regarding the impact of the researcher during the interview process as well as the 

potential for him being bias or the researcher's own viewpoints affecting conclusions 

and generalisations made. 

The next chapter presents the research findings and analysis. 
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CHAPTER 5 

FINDINGS AND ANALYSIS 

5.1. INTRODUCTION 

This chapter documents the research findings with a more comprehensive viewpoint 

from the analysis and interpretation of data. The preceding chapter analysed the 

units of scrutiny or themes that emerged from the comprehensive analysis of data 

collected from the research respondents to quantify the phenomena under 

investigation. This chapter draws a unique framework to present the research 

findings in a chronological approach to deduce implications and reach a cohesive 

conclusion. 

The original aim of this study was indicated in chapter 1; what follows is revisiting of 

the research objectives of the study, which emanated from the study focus. The 

primary aim of the study was to look at the influence and impact of internal 

communication as a key driver of employee engagement and organisational 

performance. This was done through a survey amongst employees of LG Electronics 

in Seoul, South Korea. 

5.2. RESTATEMENT OF THE RESEARCH OBJECTIVES 

For the purpose of the study, it was important to reflect on the objectives of the study 

by re-stating them. 

In order to gain clarity as to how internal communication contributes to the 

engagement of employees and the overall successful communication strategy of an 

organisation, the research objectives which emanated from the general research aim 

were as follows: 

• To assess how internal communication contributes as a key motivator of 

engagement and organisational performance. 

• To evaluate the role of employee engagement at LG Electronics. 
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• To determine the relationship between employees of LG Electronics, and their 

daily roles towards organisational success. 

• To ascertain the level of understanding of employees on the usage of internal 

communication channels and interpretation of communication messages. 

• To evaluate how employees impact on the organisational performance and 

managements' vision of leadership. 

5.3. FINDINGS AND DISCUSSIONS 

This section discusses the findings of the study through the units or themes that 

emerged as presented in the preceding chapter of the study. In this chapter all the 

find ings that emerged through the analysis are presented comprehensively to derive 

a better understanding of the respondents' views in relation to the phenomena under 

investigation. 

5.3.1. Presentation of the findings 

For the purpose of the study, the presentation of the research findings begins with 

the biographical data of the respondents and is followed by the comprehensive 

presentation of the general findings from the units of investigation. 

5.3.1 .1. Biographical data findings 

The data analysis process in the preceding chapter began with the presentation of 

the biographical data from the respondents. Through the biographical data numerous 

aspects were identified that focused particularly on the gender, age, positions and 

highest academic or technical qualifications possessed by the respondents of the 

study. The biographical data ·-enabled the researcher to better understand the 

differences and commonalities of the respondents of the study. 

Understanding the commonalities and differences of the respondents was essential 

because such characteristics of the respondents also highlighted more knowledge 

about the respondent's experiences and behaviour towards the phenomenon under 

investigation. 
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The biographical information began with the gender of the respondents, as indicated 

in the preced ing chapter. It appeared through the gender analysis that more male 

respondents participated in the research study than females. The domination by 

males was an indication that most of the females were not accessible to contribute in 

the research study, only a few females were available to participate. Another aspect 

of the male domination in the study was that the organisation has more males than 

females; the number of males that contributed or participated in the study was an 

indication of dominance. The number of males affirmed the notion that the 

organisation was dominated by males in all various departments and through all the 

levels (positions) of the organisation. 

Another aspect that varied between the respondents was their age differences; it 

was also indicated in the preceding chapter that four of the respondents were 

between the ages of 20-30 years; these respondents were viewed as the young 

generation of the organisation that participated in the research study. Another 

manifestation was that seven of the respondents were between the ages of 30-40 

years; some of the respondents in this age group have been working for the 

organisation for a longer period than others. The majority (eleven) of the 

respondents that participated in the research study were 40 years and above, this 

indicated that senior employees participated more than junior employees. 

The difference in terms of ages affirmed many aspects of the organisation; the first 

aspect was the fact that senior employees held much experience about their 

organisation than junior employees. It was also indicated that such differences in 

terms of age groups ascertained the duration of seNices rendered to the 

organisation. Most of the senior employees had more experience primari ly because 

they had being seNing the organisation much longer in various levels. 

One of the key points was the fact that senior employees understood the background 

of the organisation more than the junior employees. This was proved by the fact that 

they expressed much more knowledge about their environment, policies and 

organisational corporate values. This also indicated that the organisation retained 

them primarily because of their experience and knowledge (employee retention). 
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It was also proven that the understanding that the respondents held was motivated 

or complemented by the literacy level. All of the respondents had basic knowledge 

as indicated in the preceding chapter (highest academic or technical qualifications). 

Some of the respondents held high academic or technical qualifications; thirteen of 

the respondents had university degrees, while the other nine respondents held 

various certificates of competencies from various institutions. 

The level of literacy of the respondents was an indication that the organisation 

recruited employees that were well educated and informed to serve the main 

objective of the organisation, which was to become the number one leader in the 

global market. It was not strange that most of the respondents held strategic 

positions in the organisation because of their literacy level. The analysis proved that 

thirteen of the respondents were occupying senior positions, while nine of the 

respondents occupied junior positions in the organisation. 

The biographical information of the respondents also indicated numerous aspects. 

The first aspect was the participation of more males than females (female 

participation was minimal), the second aspect was the age differences of the 

respondents which at some point indicated why some respondents were more 

informed than others, the most critical aspect was the literacy rate and lastly the 

positions held by the respondents. 

5.3.2. Discussion of the findings 

A range of themes emerged from the analysis and interpretations of the research 

respondents' conversations as discussed and indicated throughout the preceding 

chapter of the study. The findings from the conversations of the research 

respondents are therefore presented in this chapter in terms of those units or themes 

that emerged from the analysis· chapter. A well grounded method of making thematic 

connections was employed by the researcher to better analyse and report the 

research findings in order to deduce implications and limit the level of bias in the 

conclusion chapter. 
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5.3.2.1. Theme 1: Understanding internal communication findings 

Numerous attributes were asserted by the respondents of the study symbolising their 

understanding of internal communication and the related factors that contribute 

immensely to the strategies of communication in general. It emerged that the 

respondents asserted various definitions and ideas about communication; most of 

the respondents indicated a high level of awareness and knowledge regarding 

various methods that constitute efficient strategies of internal communications. The 

key elements that were noted as findings in this theme are highlighted as follows: 

• A deeper understanding of internal communication as a strategic function that 

enhances engagement and organisational culture was demonstrated by the 

respondents of the study. Their assertions pointed out their level of knowledge 

and understanding of factors that contribute to internal communication as a 

motivator for organisational performance, success, and developmental 

growth. 

• The respondents further demonstrated proper knowledge of effective 

strategies of communication that a<;:celerated both employee's engagement 

and organisational performance through their assertions. 

• LG-way model and the Jeong-do management philosophy were mentioned as 

key elements that contributed immensely to understanding the background 

and principles of the organisation through open communication. 

• The respondents also indicated that internal communication was utilised as a 

strategic tool of championing the organisational culture, and understanding of 

the organisational goals and values through intensified programmes that 

incorporated employees as a key unit to the success of the organisation . 

• Open communication ~nd transparent methods of communication intensified a 
.. 4 ... 

two-way system of communication based on principles of trust, commitment 

and above all respecting human dignity. 

• The respondents also highlighted the importance of the key role displayed by 

the management of the organisation in ensuring that internal communication 

formed part of the dominant coalition of the entire organisational units as a 

proactive measure to enhance strategic relationships between the 

management and the employees. 
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• The respondents further suggested that a sense of ownership was granted to 

employees and they were empowered to impart knowledge and exercised 

their freedom of participatory communication in the organisation. 

The above elements illustrated the key awareness held by the respondents of the 

study in understanding the role and impact of internal communication. The 

respondents demonstrated a deeper understanding of internal communication 

through their various definitions and ideas. It was further indicated that internal 

communication served as a strategic function that enhanced open and transparent 

communication; programmes such as the LG-way and the management philosophy 

were developed to intensify a two-way communication that included all levels of the 

organisation as a dominant coalition . 

Understanding of internal communication strategies indicated the high level of 

awareness and engagement from both the management and the employees. It was 

further pointed out that the management of the organisation were optimistic about 

the importance of an inclusive system of communication. A sense of ownership and 

the ability to impart knowledge and share ideas were encouraged as basic 

fundamentals of engagement and coordinated systems of internal communication. 

5.3.2.2. Theme 2: Employees' contribution and involvement findings 

It emerged that various assertions and attributes were demonstrated or indicated 

under this theme in the preceding chapter. The respondents asserted numerous 

beliefs and notions in relation to their contribution to the organisational development, 

communication processes and level of engagement. The theme documented the 

ideas, thoughts, perceptions and experiences held by the respondents, and various 

key elements are noted as follpws: 

• The respondents reflected their involvement as a collective unit as 

determined by the 'LG-way' as an approach to effective governance, 

innovative culture and staff engagement. 

• The respondents also suggested that they were dedicated and committed to 

the organisational goals, policies and the broader organisational culture. 

They argued that their involvement contributed immensely to high levels of 

engagement, communication and creativity. 
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• The respondents highlighted that the average performance and success of 

the organisation in the market place emphasised the fact that employees 

were more committed in ensuring that their skills, ta lents and innovation 

steered the organisational performance. 

• The respondents also affirmed that their ded ication to their duties was 

empowered by the strong leadership philosophy of the 'Jeong-do 

management' through 'LG-way' as founded on the principles of trust, open 

communication and employee's welfare. 

• The respondents demonstrated the impact of understanding their 

environment and the impact of preserving the organisational identity and 

brands as part of the strategic contribution and corporate value. 

• The respondents also pointed out that the executive management and other 

various authorities played a vital role in their well-being and their immense 

contribution to the success of the organisation. The respondents argued that 

the success and growth of the organisation was determined by the level of 

commitment from both the employees and the management of the 

organisation through mutual relationships. 

The key fundamentals suggested above illustrated the viewpoints of the research 

respondents. It emerged that employees were regarded as the organic hub of 

excellence and productivity in the organisation. Both the management and 

employees were committed in improving aspects such as the organisational goals, 

principles and values through their shared vision and mission. Employees felt a 

sense of identity with the organisation primarily because of the shared future goals 

and corporate values as envisaged in the Jeong-do management philosophy. 

5.3.2.3. Theme 3: Diverse channels of communication findings 

The preceding chapter narrated in detai l the pivotal views of the respondents under 

this theme. The theme pointed out various notions that emerged from the 

conversations of the respondents in demonstrating and indicating their 

understanding of communication channels. The conversations highlighted significant 

views asserted by the respondents; the most important aspect about this theme was 

the level of consciousness and the knowledge possessed by the respondents of the 
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study. Through these notions and suggestions of the research respondents, various 

key elements that better describe methods of communication were noted as follows: 

• The respondents demonstrated remarkable knowledge and understanding of 

the channels of communication; their level of understanding pointed out the 

significance of communication as a strategic tool to enhance staff 

engagement and collective integration. 

• The respondents also suggested that the organisation maintained an internal 

network of diverse communication channels through which their various work 

units can freely communicate with one another. 

• Some of the respondents indicated that print and electronic media remained 

the most employed tools of interaction and engagement in their organisation, 

primarily because they were regarded as flexible and adequate by some 

respondents. 

• Another perspective indicated by the respondents was the fact that face-to

face communication also remained integral in building relationships and 

giving employees a sense of ownership and creativity. The respondents 

maintained that face-to-face comm·unications was integral because of the 

feedback mechanism. 

• The respondents also indicated that the organisation strived to provide high 

levels of employee welfare and nurture a corporate culture through channels 

of communication, in which every employee can enjoy a harmonious balance 

of work and family life. 

• The respondents also argued that the level of engagement and ownership of 

various innovative ideas and creativity emphasised some of the methods of 

communications. They poi!lted out that the methods of communication 

encouraged collectiveness, tbe.ability to unite employees and enhance open 

and fair communication between the management and general employees. 

The general ideas and views championed by the respondents postulated the level of 

consciousness and understanding of various methods of communication, the 

respondents asserted a variety of communication channels were utilised by their 

organisation in ensuring that efficient communication was advanced . The 

respondents also pointed out that the CEO of the organisation was optimistic about 

112 



sharing ideas with the general employees of the organisation at all levels; a channel 

of communication named "Mr. CEO Email account" was created to afford employees 

the opportunity to engage the CEO on a continuous basis. The main aim of such a 

channel was to encourage communication, build a network of trust and a sense of 

value to employees. 

5.3.2.4. Theme 4: Organisational culture and performance findings 

The preceding chapter also indicated through the views of the respondents the 

impact of organisational culture and performance of employees as one of the drivers 

of communication and engagement. Numerous viewpoints were asserted by the 

respondents in highlighting the importance of a nurtured culture that unites all levels 

of the organisation. The perspectives and thoughts from the respondents pointed out 

various key elements that intensified organisational culture, principles and most 

importantly the vision and mission of the organisation. Various key fundamentals 

were noted as major role players that emerged under this theme: 

• The respondents mentioned the impact of culture that unifies employees to 

the broader goals and principles ·of the organisation as the main factor that 

contributes to engagement. The respondents also affirmed that 

organisational culture played a pivotal role in understanding both the vision 

and mission of the organisation. An emphasis was placed on the 'Jeong-do 

management' philosophy as a catalyst that contributes immensely to both 

internal communication and engagement in the organisation . 

• The respondents also maintained that LG Electronics thrived because of 

the culture of innovation that they promoted throughout their organisation. 

As part of this effort, they held the "Global Innovation Competition" 

annually, inviting employees to participate by sharing their ideas on LG 

Electronics' "Innovation Culture". Such programmes and activities were 

meant to integrate and promote innovation in the organisation by allowing 

employees to contribute immensely to the organisational culture. 

• The respondents highlighted that LGE promoted a culture of "Creativity and 

Autonomy" as part of their drive to grow into an innovation leader; such 

culture was meant to integrate employees to be more engaged in the 

organisational values. 
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• It was also indicated that the organisation established clear and rational 

corporate-wide job evaluation standards as part of the mechanism to 

encourage commitment and dedication from employees in executing their 

roles in the organisation more efficiently. 

• The respondents suggested that the management of the organisation was 

optimistic about a positive culture that nurtured employees into change 

agents. 

• Various programmes were implemented to monitor both individual growth 

and collective efforts; employees were afforded training opportunities to 

empower them and further encourage them to perform adequately. 

• The respondents further asserted that the organisation focused on 

recruiting quality talent to serve the organisation. They recruited people 

from various universities and maintained a variety of networks and 

relationships with various universities. 

• Respondents also indicated that employees were required to establish their 

own Career development Program (CdP) along with annual performance 

targets. Based on the CdP, employees have a "One-on-One Caring" 

interview with their managers to receive any support they needed to follow 

through with the plan. 

• The respondents concluded that employees were evaluated on individual 

performance, common capabilities, and leadership, while the technical 

employees were assessed based on professional knowledge, teamwork 

ability, and sense of responsib ility, management ability and performance. 

It was also indicated that employees were rewarded according to their capabilities 

and efforts they exert to their duties. There was no salary gap between male and 

female employees, and the_y rewarde.d high performers with differentiated 

compensation based on individual performance to motivate employees' strong 

performance. They also provided clear feedback and coaching to inspire excellent 

performance across the organisation. 

5.3.2.5. Theme 5: Change management by employees findings 

The deliberation of the respondents brought about another important theme that 

addressed the power and value of employees in the organisation as discussed in the 

114 



preceding chapter. This theme symbolised the enduring impact of employees' role to 

change and engage various levels of management teams for the betterment of the 

organisation. The theme pointed out numerous aspects that contributed to both the 

mutual relationships and methods of communication shared by the management and 

general employees. 

• The respondents indicated that their workplace environments were conducive 

because of the firm leadership character demonstrated by the management of 

the organisation in ensuring that employees were satisfied. 

• It was also indicated by the respondents that their working conditions were 

sustained by the allocation of proper resources to support both individual and 

team innovation and creativity. 

• The respondents also mentioned that change agent (CA) and digital board 

(DB) tools were part of their corporate's bottom-up methods for promoting 

communication throughout their organisation. The organisation ensured that 

employees were regarded as change agents. 

• The main role of the CA was to gather the voice of employees (VOE) and 

relay them to senior management, as well as to ensure that employee 

feedback was incorporated into team management. The program of change 

agent (CA) served as a bridge between employees and management, and 

organised a variety of programs related to employee rights and benefits 

• The respondent suggested that LGE focused on waste elimination (WE), 

which specifically meant the elimination of unnecessary tasks so that 

employees can focus on key work duties, and thereby have more free time to 

create new value at work and enjoy themselves with their families. 

• The respondents also emphasised that the organisation understood the 

importance of work-lif.e balance, and tried to create a family-friendly 

atmosphere within their workplace so that employees feel that their lives 

outside the office were more valued and respected. 

The above connotations shared by the respondents demonstrated the level of 

importance and influence employees had in their organisation. The respondents 

indicated that employees were granted ownership and freedom to perform according 

to their capabilities; they were also allowed the freedom to suggest strategies that 
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accelerated excellence and growth. A sense of value was felt by the employees, thus 

they concluded that the organisation regarded them as change agents. The 

respondents also contended that creativity and autonomy were also granted to 

employees to encourage them to be more engaged on their work duties, however it 

was also pointed out that the organisation valued the importance of work-life 

balance. 

5.3.2.6. Theme 6: Employees' 'voice' and engagement findings 

The understanding of internal communication as a method to unite both employees 

and the management under one banner of excellence, success and high productivity 

in championing organisational goals remained imperative and integral from the views 

of the respondents. The respondents indicated under this theme as discussed in the 

preceding chapter that the voices of employees remained important to the success 

of the organisation. It was also pointed out that the integration of employees in the 

future prospects, planning and achievements of the organisation remained 

imperative in nurturing a culture of open and transparent communication. Numerous 

aspects emerged as key fundamentals to understanding the influence and impact of 

the employee's voice in the organisation. 

• The respondents argued that the organisation encouraged freedom of 

information, imparting knowledge both to one another and to the 

organisation itself. The respondents also argued that mechanisms were in 

place to serve both as support and encouragement to the daily operations of 

the organisation. 

• Some of the respondents further suggested that employees were at the 

forefront of the organisation and they also indicated that the support they 

received from the organisation was adequate enough to propel excellence 

and teamwork. Some of the respondents argued that most of the supporting 

mechanisms provided by the organisation emphasised or encouraged team 

peers and effective communication. 

• However, some of the respondents indicated that the support was not 

sufficient. The respondents highlighted that some of the things that needed 

support were not attentively supported by management. The respondents 
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believed that the organisation at some points did not reveal enthusiasm in 

supporting individual concepts suggested by some employees. 

• Most of the respondents indicated that employees held a strong 'voice' in 

the organisation, they further argued that because employees were 

regarded as the vanguards of the organisation, every suggestion they made 

regarding the development of the organisation was carefully analysed by the 

management. 

• The respondents also indicated that LGE was a global company with a 

complex supply chain, which gave them many opportunities to grow. It was 

also suggested that employees enjoyed the atmosphere at work as it 

encouraged them to be more creative, innovative and at the same time 

challenged them to reach their potential. 

• The respondents indicated that the organisation incorporated their voices in 

decision making; they also argued that they had the freedom to make key 

decisions relating to both their individual duties and the improvement of the 

organisational goals and values because a sense of trust and ownership 

existed in the organisation (open and transparent communication). 

It was emphasised that corporate culture, accountability, open communication and 

employees' commitment were central to the developmental growth and success of 

the organisation. The respondents also highlighted that the ability to integrate the 

inputs and voices of the employees granted autonomy and innovation to employees 

because they primarily felt a sense of ownership of their ideas and the success of the 

organisation. 

The respondents also maintained that the main role of the change agent was to 

gather the voice of employees, ideas, plans and relay them to senior management, 

as well as to ensure that ·employee feedback was incorporated into team 

management. A further emphasis was made on the fact that employee's feedback 

was central to both information sharing and imparting knowledge. The respondents 

also maintained that open communication between the management and employees 

remained integral to championing the voices of employees. 
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5.4. SUMMARY 

This chapter documented the empirical findings as discussed from the analysis and 

interpretations in the preceding chapter. A comprehensive analysis of the 

respondents' perceptions, ideas, thoughts, and experiences were captured and 

discussed under various themes that emerged. The chapter also discussed the 

findings of the biographical data representing the respondents of the study. 

The next chapter presents the research recommendations and conclusion. 
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CHAPTER 6 

RECOMMENDATIONS AND CONCLUSION 

6.1. INTRODUCTION 

The purpose of this chapter was to gather all the results of the research study and to 

summarise and make recommendations based on the findings of the study. Within 

the context of this chapter, the objectives were revisited in the preceding chapter. 

The findings gathered from the study were documented in a comprehensive 

approach and conclusions based on these findings were made. 

The primary purpose of this study was to investigate the impact or influence of 

internal communication as a key driver of employee engagement and organisational 

performance. In doing so, a literature review was done to lay the ground work 

regarding the requirements or characteristics that need to be present in order for 

internal communication to make any contribution to any organisation . Therefore, to 

draw conclusions regard ing the contribution of internal communication as a key 

driver in LG-Eiectronics, the empirical findings were compared to the literature study. 

6.2. REDEFINING INTERNAL COMMUNICATION 

For the purpose of this study, the researcher finds it imperative to redefine internal 

communication. 

The literature revealed that there are numerous definitions of internal communication 

that makes it difficult for orgaojsati9ns to comprehend the impact and influence of 

internal communication. Despite its importance, there are considerable gaps in 

theory (Forman and Argenti cited by Welch and Jackson, 2007) and numerous 

different definitions of internal communication, limiting the extent to which effective 

comparisons and conclusions can be made. 

However, all the definitions of internal communication state that it constantly 

happens within an organisation. Internal communication happens constantly within 
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organisations (Welch and Jackson, 2007), and is important since "clear, consistent 

and continuous communications builds employee engagement" (Kress et al., 2005 

cited by Ruck, 2012: 82). 

For the purpose of the study, the following definition of internal communication was 

adopted as indicated in chapters 1 and 2 of the study to better understand the role 

and impact of internal communication within an organisation: 

Internal communication - Welch and Jackson (2007: 183) view internal 

communication from a stakeholder approach and define it as "the strategic 

management of interactions and relationships between stakeholders at all 

levels within organisations and the exchange of information and ideas within 

an organisation". 

Internal communication within an organisation is dependent on a number of factors 

including the type of industry; the structure of the organisation; organisational culture • 

and managerial style (Kitchen, 1997; Quirke, 2000). 

6.2.1. Empirical findings and the literature study 

Empirical findings of the study indicated numerous aspects about the impact of 

internal communication in LG Electronics; the findings pointed out different 

assertions from the respondents. This chapter of the study comprehensively 

compares the empirical findings of the study with the literature study, so as to 

establish the link or association between the findings and the literature. 

6.2.2. The role of internal communication 
NWU· I 

IBRARY 

Literature shows that internal communication involves organisational practices 

designed to promote employee understanding of the goals of the organisation and 

enable them to identify with ·the values of the organisation. Such practices are 

recognised as key influences for employee engagement (Bind I and Parker, 201 0) 

since they enable internalisation of organisational values and involvement with 

organisational goals, resulting in more engaged employees. 

The empirical findings of the study revealed numerous aspects about the 

involvement of employees in the internal communication process, the findings 

indicated that the organisation valued and recognised the efforts and contributions of 
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employees. The empirical study further revealed that a deeper understanding of 

internal communication and factors that contribute significantly to the broader 

enactment of the strategic function existed. The respondents of the study indicated a 

high level of consciousness and awareness of their environment; proper knowledge 

of efficient strategies of internal communication that accelerate both engagement 

and organisational culture were revealed by the empirical findings. 

The literature supported the empirical findings by also revealing that organisations 

are increasingly recognising the value of building with employees long-term 

relationships based on mutual satisfaction (Shockley-Zalabak, 2009: 346). It 

emerged through the empirical study that numerous programmes were implemented 

to recognise the value of strategic relationships through a two-way system of 

communication. The empirical study also suggested that open and transparent 

communication remained integral to both employees and the management in 

building long-term mutual relationships as envisaged by the Jeong-do management 

founded on principles of trust, respect and open communication. The literature also 

stated that Smidts, Pruyn and van Riel (2001) found in their research that effective 

employee communication strengthens employees' identification with their 

organisations and contributes to an organisation's financial performance and 

sustained success. 

The empirical study revealed that proper knowledge and awareness of the 

environment by employees contributed immensely to the identity and image of the 

organisation. Employees revealed high levels of understanding of the organisational 

identity, thus associating themselves with the brand of the organisation as 

championed by the LG-way model. 

The literature suggested other outcomes of effective employee communication 

including facilitating engagement and building trust among the employees (Grates, 

2006), enhancing business performance to influence customer behaviour and 

directly affecting revenue growth and profitability (Towers, 2003). The empirical 

findings of the study highlighted that effective communication with employees was an 

integral component of the organisational success. The respondents argued that their 

level of commitment, loyalty to the brand and understanding of organisational goals 
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affirmed their awareness of internal communication as a strategic function that 

served to enhance engagements and promote proactive methods of communication. 

The literature pointed out that organisations can choose to communicate either face

to-face or through various forms of mediated communications. The selection of 

communication tools is based on how effective they are in achieving the bottom-line 

of the business goal and how they fit in a strategic internal communication process 

(Kalla , 2005). The empirical study revealed numerous methods of communication 

employed by the organisation depending on the context. It emerged that print and 

electronic media were utilised on a large scale in the organisation , while the 

empirical study also indicated that face-to-face communication remained paramount 

in achieving the bottom-line of the organisation. 

The empirical study highlighted that face-to-face communication was preferred by 

some respondents because it was a two-way communication process which 

encouraged feedback. The findings also suggested that the organisation maintained 

an internal network of diverse communication channels through which various work 

units can freely communicate with one another. The literature also suggests that 

Computer, interactive video and other information technologies are very useful in 

informing the employees about important internal messages as well as gathering 

their new ideas (Wright, 1995). 

The adoption of new communication technologies in employee communication has 

increased the overall level of organisational communication (Miller, 2009). The 

electronic communication technologies used in workplace includes telephone, fax, 

video-conferencing and Internet facilities such as email, intranet and social media. 

Besides electronic technologies, face-to-face communication is also used in 

employee communication. Face-to-face communication can be started with formal 

and informal one-to-one meeting which include eye contact, facial expression, body 

movement and the tone of message that show the importance of the message. The 

way to interpret the message will also change based on the differences of the 

expressions. 

The empirical study also indicated that internal communication was utilised as a 

strategic tool of championing the organisational culture, understanding of the 
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organisational goals and values through intensified programmes that incorporated 

employees as a key unit to the success of the organisation. Open communication 

and transparent methods of communication intensified a two-way system of 

communication based on principles of trust, commitment and above all respecting 

human dignity. The respondents also highlighted the importance of the key role 

displayed by the management of the organisation in ensuring that internal 

communication formed part of the dominant coalition of the entire organisational 

units as a proactive measure to enhance strategic relationships between the 

management and the employees. 

6.2.3. Employees' voice 

The literature study stated that the employees' voice can be defined as the ability for 

employees to have an input into decisions that are made in organisations (Lucas et 

al., 2006). The empirical study postulated that employees' inputs and suggestions 

were incorporated in the dominant coalition of communication and key decision 

making. It emerged that employees cherished a sense of value and freedom to take 

decisions based on their work and to influence the goals and values of the 

organisation through open communication. 

The findings indicated that employees enjoyed a harmonious platform of becoming 

change agents. The empirical study revealed that the main role of the change agent 

(CA) was to gather the Voice of Employees (VOE) and relay them to senior 

management, as well as to ensure that employee feedback was incorporated into 

team management. A further emphasis was made on the fact that employees' 

feedback was central to both information sharing and imparting knowledge; the 

respondents also maintained that open communication between the management 

and employees remained inteQ~al t~ championing the voices of employees. 

The literature highlights that whilst some argue that employees are 'engaged' if they 

have a positive attitude towards work, others such as Purcell et al. , (2003) suggest 

that employee engagement is only meaningful if there is a more genuine sharing of 

responsibility between management and employees over issues of substance. The 

CIPD survey conducted by Truss et al. , (2006) suggests that strengthening the 

employee voice can make a difference to organisational performance. 
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It was emphasised that corporate culture, accountability, open communication and 

employees' commitment were central to the developmental growth and success of 

the organisation. The empirical study showed that the ability to integrate the inputs 

and voices of the employees granted autonomy and innovation to employees 

because they primarily felt a sense of ownership of their ideas and the success of the 

organisation. 

The literature shows that one of the main drivers of employee engagement is for 

employees to have the opportunity to feed their views upwards (Truss et al., 2006). 

Their survey concluded that currently many organisations are not very successful in 

doing this and as a result many employees felt they lacked opportunities to express 

their views and be involved in decisions. The empirical study revealed that LGE was 

a global company with a complex supply chain , which gave employees many 

opportunities to grow. It was also suggested that employees enjoyed the atmosphere 

at work as it encouraged them to be more creative, innovative and at the same time 

challenged them to reach their potential by contributing the views as change agents. 

The literature confirms that where management is supportive of an employee's self

determination, the trust between the two parties is enhanced (Deci & Ryan, 1987). 

Given that managers have a tremendous influence on employee engagement, levels 

can vary widely from workgroup to workgroup within one company (Ott, 2007). The 

empirical study postulated that the views of employees were valued and 

incorporated into the vision of the management by creating a system that allowed 

employees to communicate directly with the CEO and other executive management 

members. 

Gallup's research has shown that leaders and managers play a key role in lifting 

engagement levels. Furtherm~re, ~he research found that engagement was closely 

linked to feelings and perceptions around being valued and involved, and that the 

key drivers of engagement included effective leadership, two-way communication, 

high levels of internal co-operation, a focus on employee development, a 

commitment to employee wellbeing and clear, accessible human resources policies 

and practices to which managers at all levels were committed , (Gallup, 201 0). 

However, the empirical study revealed that the support was not sufficient; as the 

respondents highlighted that some of the things that needed support were not 
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supported by management. The respondents believed that the organisation at some 

points did not reveal enthusiasm in supporting the individual concepts of some 

employees. 

The literature indicates that Hyman and Mason ( 1995) argue that employee 

involvement schemes "extend little or no input into corporate or higher level decision 

making" and generally do not entail any significant sharing of power and authority. 

Similarly, Blyton and Turnbull (2004: 272) argue that employee involvement is 'soft 

on power'. 

The empirical study contended rigorously that when the inputs and suggestions 

postulated by the employees were incorporated in the dominant coalition of internal 

communication processes, employees were at the forefront of the organisation 

propelling excellence, success, and change. Thus the empirical study concluded that 

internal communication as a strategic function was aimed at positioning employees 

as pivotal drivers of engagement and organisational culture. 

However, Purcell et al's., 2003 study found involvement in decisions affecting the job 

or work to be an important factor, which was strongly associated with high levels of 

employee engagement thus demonstrating it is an important driver. The empirical 

study revealed the importance of a proactive system of communication based on 

trust, respecting human dignity and ownership as key elements that contributed 

significantly to employee engagement and mutual relationships. 

6.2.4. Communication and engagement 

Internal communication is part of the organisational context in which engagement (or 

disengagement) occurs (Bakker et al., 2011 ). Engagement is influenced by internal 

communication, it is an organi$?tiorJal_ practice with the potential to effectively convey 

the values of the organisation to all employees, and involve them with the goals of 

the organisation. Such practices result in more engaged employees (Bindl & Parker, 

201 0). Well-designed internal communication programmes are an important factor 

for employee engagement (Papalexandris & Galanaki , 2009). Senior management 

communication and open, effective communication strategies are recognised as 

having a crucial role in the development of positive employee engagement (Bakker 

et al., 2011 ). 
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The empirical study revealed that open and transparent communication methods 

were utilised as key factors of internal communication. The study pointed out that 

open communication played a crucial role in encouraging employees to better 

understand their organisational goals and values. It was also revealed that strategic 

communication emphasised the level of engagement and organisational culture. The 

empirical findings illustrated the impact of a harmonious and inclusive culture that 

unified employees to achieve the broader goals and principles of the organisation as 

the main factor that contributes to engagement. The respondents also affirmed that 

organisational culture played a pivotal role in understanding both the vision and 

mission of the organisation . Emphasis was placed on the 'Jeong-do management' 

philosophy as a catalyst that contributes immensely to both internal communication 

and engagement in the organisation. 

The empirical study also revealed that LG Electronics thrives because of the culture 

of innovation promoted throughout the institution. As part of this effort, they hold the 

"Global Innovation Competition" annually, inviting employees to participate by 

sharing their ideas on LG Electronics' "Innovation Culture". Such programmes and 

activities were meant to integrate and promote innovation in the organisation by 

allowing employees to contribute immensely to the organisational culture as part of 

engagement. 

Literature indicates that management of the organisation must provide adequate 

support as a driver of engagement. The literature further points that employee 

engagement also depends on the manager or supervisor. Cufaude (2004) argues 

that when managers employ a philosophy of 'servant-leadership', whereby a 

manager's primary role is in supporting and serving those around them, the 

environment becomes 'highly engaged'. Soltis (2004) argues in order to create a 

highly engaged environment managers must be engaged. 

The empirical study further revealed that LGE promotes a culture of "Creativity and 

Autonomy" as part of their drive to grow into an innovation leader. Such a culture 

was meant to integrate employees to be more engaged in the organisational values. 

It was suggested that the management of the organisation is optimistic about a 

positive culture that nurtures employees into change agents. Various programmes 

were implemented to monitor both individual growth and collective efforts, and 
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employees were afforded training opportunities to empower them and encourage 

them further to perform adequately. Internal corporate communication involves 

communication elements important for employee engagement highlighted by 

Macleod and Clarke (2009) including leadership vision, and enabling staff to make 

sense of their own roles in that vision. Likewise, practitioners emphasise the role of 

corporate communication in developing employee engagement: 

Within the best performing organisations there is a cultural alignment between 

the employees and the company, paired with a strategic alignment between 

activities and company goals. These organisations use their corporate 

communication touch points to reinforce their commitments to employees and 

customers (Gallup, 2010: 5). 

The literature states clearly that "If managers aren't engaged it is unlikely employees 

will respond to any efforts to engage them" (Soltis, 2004: 2). Research has 

demonstrated that employee engagement tends to be based on factors such as the 

relationship they have with their managers (Blizzard, 2003). Yet other theorists claim 

that employee engagement depends on offering empowerment and that jobs should 

fit employees' interests (Lloyd, 2004 & MacDonald, 2002). 

The empirical study postulated that the general ideas and views championed by the 

employees revealed the level of consciousness and understanding of various 

methods of communication. The respondents asserted a variety of communication 

channels were utilised by their organisation in ensuring that efficient communication 

was advanced. The respondents also pointed out that the CEO of the organisation 

was optimistic about sharing ideas with the general employees of the organisation at 

all levels; a channel of communication named "Mr. CEO Email account" was created 

to afford employees the opportunity to engage the CEO on a continuous basis. The 

main aim of such a channel was to encourage open communication, build a network 

of trust and a sense of value to employees. 

The literature indicates that communication is one form of employee psychological 

need which organisations have to meet to maintain and develop employee 

engagement. Aspects of internal communication are positioned as mediating 

antecedent engagement variables on the one hand (promoting commitment and a 

sense of belonging), and as communication engagement outcomes on the other 
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hand (awareness and understanding). Innovation, competitiveness and 

organisational effectiveness are conceptualised as organisational outcomes of 

employee engagement promoted by effective internal communication. The empirical 

study pointed out that the executive management and other various authorities 

played a vital role in employees' well-being and including their immense contribution 

to the success of the organisation. It was argued that the success and growth of the 

organisation was determined by the level of commitment from both the employees 

and the management of the organisation through mutual relationships. It was also 

indicated that the organisation established clear and rational corporate-wide job 

evaluation standards as part of the mechanism to encourage commitment and 

dedication from employees in executing their roles in the organisation more 

efficiently. 

The empirical study also contended that the management of the organisation was 

optimistic about a positive culture that nurtured employees into change agents. 

Various programmes were implemented to monitor both individual growth and 

collective efforts, employees were afforded tra ining opportunities to empower them 

and encourage them further to perform adequately. The study further highlighted that 

the organisation focused on recruiting quality talent to serve the organisation. They 

recruited people from various universities and maintained a variety of networks and 

relationships with various universities. It was revealed that employees were required 

to establ ish their own Career development Program (CdP) along with annual 

performance targets. Based on the CdP, employees have "One-on-One Caring" 

interviews with their managers to receive any support they need to follow through 

with the plan. 

The literature revealed the importance of communication as asserted by Lee (2004) 

who pointed out that the fundamental purpose of communication in an organisation 

is to enable and energise employees to carry out its strategic intent. It is essential for 

organisations to have the capability to quickly identify, send, receive, and understand 

strategically relevant information. When making decisions on strategy and policy the 

necessity and the challenge of communication must be taken into account, and 

organising the communication so that it functions effectively must be a part of the 

organisation's strategic priorities. 
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6.3. SUMMARY 

The comprehensive comparison of the empirical findings and the literature study 

indicated various aspects about the phenomenon under investigation. The empirical 

findings revealed that employees shared a deeper understanding of internal 

communication as a strategic function that enhanced engagement, commitment, and 

accelerated the organisational culture. The study further revealed that a deep sense 

of ownership and identification existed in both the management and employees 

because internal communication served as part of the dominant coalition in the 

organisation. 

The literature revealed that internal communication is part of the organisational 

context in which engagement (or disengagement) occurs (Bakker et al., 2011 ). 

Engagement is influenced by internal communication, it is an organisational practice 

with the potential to effectively convey the values of the organisation to all 

employees, and involve them with the goals of the organisation. Such practices 

result in more engaged employees (Bind I & Parker, 201 0). Well-designed internal 

communication programmes are an important factor for employee engagement 

(Papalexandris & Galanaki, 2009). Senior management communication and open, 

effective communication strategies are recognised as having a crucial role in the 

development of positive employee engagement (Bakker et al. , 2011 ). 

The empirical findings suggested that the employees showed a strong sense of 

belief in the organisation; employees were more secure with their environment and 

workplace conditions primarily because they were regarded as change agents and 

incorporated in the vision of the management. 

The findings further revealed that respondents believed that the management of the 

organisation recognised their value and efforts in shaping and enhancing 

organisational growth; respondents also pointed out that their understanding of 

organisational culture and corporate values remained integral to the organisational 

performance, success and the bottom-line. 

Literature showed that internal communication involves organisational practices 

designed to promote employee understanding of the goals of the organisation and 

enable them to identify with the values of the organisation. It was also revealed that 
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employee engagement also depends on the manager or supervisor. Cufaude (2004) 

argues that when managers employ a philosophy of 'servant-leadership', whereby a 

manager's primary role is in supporting and serving those around them, the 

environment becomes 'highly engaged'. Soltis (2004) argues that in order to create a 

highly engaged environment managers must be engaged. 

6.4. INTERNAL COMMUNICATION AS A KEY DRIVER 

The empirical findings of the study together with the literature study stated above 

comprehended the importance and significance of internal communication as a 

strategic function that enhances engagement, organisational culture, values and 

goals comprehensively. What follows now is the contextualisation of internal 

communication as a key driver of employee engagement and organisational 

performance. The contextualisation gives a clear perspective and understanding of 

the phenomenon under investigation, and also draws concrete conclusion for the 

study based on the empirical findings and the literature. 

The literature study and the find ings indicated that more often organisations take 

internal communication as a 'soft skill' that can be practiced and executed by any 

individual in the organisation. The reality and fact of the matter is that it takes 

relevant individuals to put that 'soft skill' into practice and actually deliver success for 

the organisation. Internal communication is a function that is complex in nature and 

takes years and years to implement effectively and perfectly. Implementation of 

internal communication strategies becomes the turn-around strategy that enhances 

engagement, financial performance, organisational growth and development for the 

organisation. 

According to Saks (2006) and Kress (2005, cited in Welch and Jackson, 2007: 186) 

internal corporate communication reinforces the importance of "clear, consistent and 

continuous communication in building employee management". Marques (201 0: 55) 

suggested that responsibility (content and context), conciseness, professionalism 

(business-like) and sincerity in internal communication results in "improved 

interaction, greater trust, greater understanding, enhanced efficiency, better 

performance, and enhanced gratification". 
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Aspects of internal communication are positioned as mediating antecedent 

engagement variables on the one hand (promoting commitment and a sense of 

belonging), and as communication engagement outcomes on the other hand 

(awareness and understanding). Innovation, competitiveness and organisational 

effectiveness are conceptualised as organisational outcomes of employee 

engagement promoted by effective internal communication. Engagement is 

influenced by internal communication, it is an organisational practice with the 

potential to effectively convey the values of the organisation to all employees, and 

involve them with the goals of the organisation. 

Organisational 
growth 

(Performance and 
Reputation) 

• aring' managers 
nd workplace 
nvlronment 

Employees more'Commltted 
dedicated and motivated to' 

make organisation a success 

gaged 
ployees 

Figure 6.1 - A schematic analysis of internal communication as a key driver 

(own conceptualisation). 

The above illustration indicates the impact and influence of internal communication 

as a key driver positioned as antecedents of engagement, the schematic analysis 

points out the sequential correlation of effective internal communication strategy that 

enhances a caring manager and workplace environment which leads to engaged 

employees who are more committed, dedicated and motivated to make an 
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organisation successful. The results of a successful organisation lead to high levels 

of performance, high level of engaged employees and managers. 

The schematic analysis reveals that a well-coordinated and implemented internal 

communication strategy has the potential to reinforce organisational growth and 

financial performance as indicated in the literature study. High levels of performance 

and organisational growth lead to a credible and reputable organisation as perceived 

by both internal and external stakeholders of the organisation. 

Corporation 

Messages 

• What is the best 
communication channel? 

• How should the corporation 
structure the message? 

L Constituencies J 
• Who are the corporation's 

constituencies? 
• What does the corporation 

want each constitue ncy to do? 
• What resources are available? • What is their attitude about 

• What is the corporation's 
reputation? 

Constituency 
resp onses 

• Did each constituency 
respond in the way the 
corporation wished? 

• Should the corpora tio n 
revise the message in light 
of the constituency resp onses? 

Figure 6.2 -A depiction-of efficient communication process. 

The above depiction of communication process conceptualises the significance and 

importance of a well-coordinated process of communication within the organisation. 

The depiction illustrates that an organisation needs to align its internal 

communication strategies with its organisational goals of achieving effective 

communication through internal communication as a key driver of both performance 

and engagement. The depiction indicates that an organisation must prioritise the 
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importance of communication messages sent through effective channels of 

communication; such messages should be structured or coordinated to achieve the 

strategic intent of communication in all aspects. 

The depiction also pointed out that constituencies are the integral part of the 

organisational achievements and success, thus the organisation must prioritise the 

impact and contributions of its constituencies. Constituencies such as employees 

play a pivotal role in the development and performance levels of the organisation, 

and as such become the determinants of good performance and successful growth. 

Macl eod and Clarke (2009) highlight communication as a critical factor for 

enhancing performance through employee engagement. They argue that good 

quality internal communication enhances engagement and emphasise that 

employees need clear communication from senior management to understand how 

their own roles correspond with the leadership vision. Unsurprisingly, they cite poor 

communication as a barrier to engagement and a cause of disengagement. 

6.4.1. Integration of the theories 

The literature paved a theoretical perspective for the study. It was highlighted that 

systems theory and contingency theory complement each as they seek to establish 

the interdependent relationships within an organisation, its subsystems (employees 

and departments), and the environment. The literature further pointed out that 

according to Van der Walt (2006: 117), contingency theory and systems theory are 

premised on the idea that there is an interdependent relationship between an 

organisation, its subsystems and its environment. 

This implies, according to Van der Walt (2006: 117), that because an organisation, 

as a system, is in continual j~ter~c~ion with its environment(s), it tends to move 

towards a state of severe conflict among its internal subsystems. 

Furthermore, these theories consider the bigger picture of the interrelationships of 

the members and parts of the organisation. Cutlip et al. , (1985: 2) maintain that 

organisations depend on their internal environment for everything they need to 

survive; change is a constant occurrence, particularly in modern societies, where 

unstable environments continually impact on organisations. Change is reflected 
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internally and organisation might have to adjust or realign internal communication 

messages, management structures and systems, and processes accordingly. 

The empirical findings and the literature of the study indicated that the relationship 

between the employees and the internal environment is of paramount importance. 

Such a relationship not only reinforced engagement in the organisation but also 

strives to maintain organisational values, objectives and practices. Relationships 

remain important to both the management structure and employee structure; 

engagement is enhanced by common understanding of internal communication 

messages, organisational culture, and a sense of belonging and awareness of the 

environment. 

Niemann (2005: 22) argues that the general systems theory has been "an immensely 

useful tool in the study of communication". Organisational behaviour, according to 

Clark (1998), is the application of knowledge about how people, individuals and 

groups act in organisations. It does this by taking a systems approach, interpreting 

people-organisational relationships in terms of the whole person, whole group, whole 

organisation and whole system. 

Furthermore, Burrell and Morgan (1979: 168) point out that in contingency theory, 

the environment is seen as the defining force in acting upon the organisation , and 

the organisation as involved in a process of "mutual influence and interdependence". 

In other words, organisations are shaped by the environment, but as the 

environment is composed of other organisations, organisations themselves shape 

the environment through their actions (Baker, 2005). 

Based on the empirical findings and the literature study, it is important for an 

organisation to locate its internal structure and adjust it to the changing environment 

that requires proper planning and monitoring of its internal communication system. 

Employees are integral to an organisation that is well positioned in the environment. 

The theories (system and contingency) pointed out that organisations that work as a 

collective were more effective and engaged . 

The theories revealed that internal structures must be well established to champion 

the objectives of the organisation in ensuring interdependent relationships that are 

beneficial to both the organisation and the environment. 
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Van der Walt (2006) maintains that the dictum "a satisfied worker is a happier 

worker" should encourage managers and organisations to improve the internal 

organisational climate, which, in turn, includes the internal communication climate 

and employee satisfaction. These concepts are integral to the organisational 

performance of the organisation, thus an appropriate system of internal 

communication drives levels of engagement and organisational success. 

It was important to note that the empirical findings of the study illustrated few issues 

which were not clearly articulated by the respondents of the study. The respondents 

articulated on aspects that enhanced engagement and commitment as contributing 

factors to efficient communication. Furthermore, respondents postulated that internal 

communication programmes were positioned to promote corporate culture, 

understanding of organisational goals, vision of management and values. 

Considering the above issues, the findings concluded that respondents held a 

deeper understanding and knowledge about their organisational communication and 

its functions. High levels of awareness and consciousness were demonstrated by 

employees in ensuring that their inputs and views were incorporated in the dominant 

coalition of internal communication as a key function for organisational success. 

6.5. RECOMMENDATIONS 

6.5.1. Understanding internal communication 

Internal communications is not a 'soft skill' which anyone can be designated to 

coordinate and implement inside the organisation. It takes proper understanding of 

the practice, and relevant personnel with the capacity and knowledge to evaluate 

and design proper internal commuflioation strategies that suit the context of the 

organisation. Firstly, the management attitude towards internal communication 

should be intensified. They should make an effort to benchmark and develop various 

programmes that enhance the role of internal communication as a network that glues 

together interdependent relationships. 

Management must provide direction and leadership through decisive measures that 

reinforce the organisational willpower to establish interdependent relationships that 
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drive both the bottom line and organisational growth . Secondly, internal 

communication must be considered as a strategic function that has the potential to 

deliver quality interactions and engagements in the organisation through proper 

mediums of implementation and evaluation. Understanding internal communication 

as a strategic function will lead to employees being more conscious about their 

environment, a strong employee voice (value of inputs and suggestions) and greater 

employee satisfaction that enhances and promotes productivity and organisational 

success. 

6.5.2. Structure 

LG Electronics should also integrate the internal communication strategic function to 

allow it to be homogeneous in all departments so that programmes and issues are 

dealt with by the same approach. There should be a clear communication plan with 

objectives and goals to be achieved so that it will not be seen as being purely 

technical or inadequate but rather more practical. 

6.5.3. Research and monitoring 

A well coordinated internal communication function which is aligned with and guided 

by the fundamental principles of the organisation will produce rewarding results for 

the organisation. There is greater need for the organisation to conduct an intensified 

research on the impact and contributions of proactive internal communication 

strategies. Such research will guide and direct the coordination and implementation 

of proper and relevant programmes to assist the organisation to be more engaged 

and rooted among employees. 

LG Electronics must also come to terms with the fact that internal stakeholders make 

or break the organisation. The-organisation needs to treat all employees equally and 

monitor the value of employees in the organisational growth and success. 

Management needs to know that the internal stakeholders are important as they 

provide the foundation of the organisation as well as act as the liaison between the 

organisation and the external stakeholders. 

It is worth noting that internal communication is the epitome (life-blood) that binds the 

organisational success and developmental growth, there is a need for a well-
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coordinated strategic function of internal communication that enhances 

engagements and drives credible performance. 

6.6. FUTURE RESEARCH 

According to Chen et al., (2006: 242) the linkages between internal corporate 

communication and team, peer, and project team communication and employee 

engagement remain under-explored. 

A comprehensive comparison study could be conducted on the state of internal 

communication as a strategic function in the Korean organisations. Such an 

exploratory study would give an interesting in-depth analysis of internal 

communications amongst Korean organisations. Noting the fact that Korean 

organisations are entrenched in the traditional (customary methods) ways of 

communication, such a study would uncover numerous aspects that are related to 

organisational culture and engagement. This would reveal the extent to which 

internal communication is understood and what role it plays in organisations in 

Korea. 

It would also be significant if a study could be conducted on the perceptions and 

expectations of different managers based on internal communication practitioners in 

Korea. Such a study would discover numerous attitudes of managers in Korea in 

relation to the strategic roles of ICP's and their methods of practice. This would 

intensify both the mangers and practitioners knowledge about communication and 

other factors that contribute to success. 

Quantitative studies can also be carried out on the suggested researches for data 

comparison. Equally, mixed method studies might also be relevant in this regard. 
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6.7. LIMITATIONS 

This particular study noted several limitations. Firstly this was only a small sample 

utilised for the study as the majority of the respondents were not accessible when 

the study was conducted. Most of the respondents who were supposed to participate 

in the research study indicated at the last minute that they had several engagements 

elsewhere. Other respondents were not accessible because they declined the 

researcher's request to make them research respondents. 

This study focused only on the organisation used as the case study; there were no 

attempts made to visit other organisations in South Korea to compare the empirical 

findings of the study. Within this perspective, there was no attempt for the researcher 

to generalise the findings from this study to a broader geographical area outside the 

scope of the researched organisation. The results gained are specific for the 

stimulus material for the respondents tested in the specific geographic location. 

Another limitation was that the study was conducted in a short period of time as the 

research was carried out on an exchange programme visit and no further attempts 

were made to increase either the scope of the study or the number of the 

respondents because of time constrain. More importantly, however, emphasis has 

been placed in the presentation and discussion of the findings of what the 

respondents themselves have said in accordance with the qualitative perspective in 

allowing the voice of participants to be heard. Thus numerous quotes from the 

respondents have been provided. 

6.8. CONCLUSION 

Internal communication has become more significant in the changing environments 

and transformation of organisational structures. More and more organisations are 

moving towards the implementation of a strategic function that enhances high levels 

of organisational excellence and growth. According to Saks (2006) and Kress (2005, 

cited in Welch and Jackson, 2007: 186), internal communication reinforces the 

importance of "clear, consistent and continuous communication in building employee 

management". Marques (2010: 55) suggests that responsibility (content and 

138 



context), conciseness, professionalism (business-like) and sincerity in internal 

communication results in "improved interaction, greater trust, greater understanding, 

enhanced efficiency, better performance, and enhanced gratification". 

This study set out to investigate the importance of internal communication as a key 

driver of employee engagement and organisational performance. In doing so, a 

qualitative approach method was selected as indicated in chapter 3. Data was 

collected by means of various processes, including semi-structured interviews, and 

focus group discussions. The study was carried out among employees of LG 

Electronics, Seoul, in South Korea to establish the extent to which internal 

communication influences or drives employee engagement. Factors that emerged 

were in line with the literature study and represented the views of the respondents. 

The study relied on the thoughts, perceptions, ideas and experiences of the research 

respondents as key contributors of data gathered. The study also evaluated the 

literature to establish common fundamentals between the results and the literature. 

The results revealed that a deeper awareness of internal communication existed 

among the respondents of the study, they also revealed high levels of consciousness 

of factors that contribute immensely to internal communication as a strategic function 

that enhances engagement, organisational culture, goals and values. 

The results revealed that a strong sense of identification and ownership was granted 

to employees as part of programmes that intensified employee's contributions, level 

of engagement and understanding of goals and culture of the organisation. The 

empirical findings further postulated that employees were incorporated in the 

dominant coalition of the organisation and were also regarded as change agents, 

through which their inputs and suggestions were valued and recognised. 

The empirical findings further revealed that the organisation thrives because of an 

innovative culture nurtured to improve employee welfare. It was pointed out that 

employees' contributions to the dominant coalition were recognised and valued by 

the management of the organisation. The empirical study also postulated that 

various programmes were implemented to empower individual careers of employees 

and incorporate their ideas and visions into the vision shared by the management of 

the organisation. Employees were given the opportunity to select their own career 
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development programmes that represented their needs because of the creativity and 

autonomy they had in the organisation. 

The empirical study also revealed that employees were engaged because of the 

organisational culture shared by the strong leadership and management philosophy. 

LG-way was implemented as a framework to guide open and transparent 

communication. The results indicated that there was no salary gap between males 

and females, employees were rewarded according to their performance targets and 

capabilities and were also encouraged through coaching to improve their targets 

where necessary for the successful growth of the organisation. 
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APPENDIX A: CONSENT LETTER 

1. INTRODUCTION 

My name is Jeffrey Tsietsi Mmutle. I am an MA student at the North-West University, 

Mafikeng campus in the Republic of South Africa, with whom the Hanseo University 

here in South Korea has an academic exchange agreement. As part of the 

requirements for the MA degree, I am required to conduct a research to fu lfil the 

degree's requirements. 

My topic for this degree is: Internal communication as a key driver of employee 

engagement and organisational reputation: a case study of LG Electronics. For this 

study I have to interview employees on their experience, perceptions and 

expectations of internal communication as a key driver of employee engagement. I 

would like to talk to you about your thoughts and experiences regarding the influence 

of internal communication on employee engagement in your organisation, aiming at 

promoting organisational success and maintaining good a reputation. 

2. PROCEDURE 

The interviews and focus group discussions conducted for this study will be treated 

as confidential. Confidentiality is guaranteed. Participation in this study is voluntary. 

Are you prepared to talk to me? If you agree to be part of this research study, the 

following will be requested: 

• As this study will consider opinions, it is crucial to record them as accurately 

as possible. 

• For this purpose the researcher will have to tape-record the conversation . 

• The tape-recorded conversation will be transcribed verbatim by the 

researcher; will you allow the researcher to tape th is conversation? 

During the conversation, the researcher may also take some notes. You are also 

welcome to ask questions during our discussion if you require clarification. 

I THANK YOU IN ADVANCE FOR YOUR PARTICIPATION AND PATIENCE 
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APPENDIX B 

GUIDE FOR FOCUS GROUP DISCUSSIONS 

Dear respondents 

I am a student at the North-West University, Mafikeng Campus in the Republic of 

South Africa, with whom the Hanseo University here in South Korea has an 

academic exchange agreement. 

It is required to conduct research as part of the requirements for the completion of 

the degree MAin Communication (Magister Artium). 

• Please take a few minutes for us to discuss the questions below. 

• Your responses are confidential ; no identity is needed or will be revealed. 

• Please take your time to think about each question carefully. 

• Your cooperation is highly appreciated! 

Researcher: Tsietsi Jeffrey Mmutle 

Section A: Biographical data 

Please state the following: 

1. Gender 

• Male or Female 

2. Age 

• 20-30; 30-40; 40+ 

3. Position 

4. Highest academic or technical qualification 

Section B: Discussion of questions 

Instructions 

Kindly respond to the questions to the best of your ability. 

1. What do you understand by the term internal communication? 
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2. Which methods or strategies of internal communication are you aware of in your 

workplace? Elaborate more. 

3. Do you think those strategies are efficient and promotes high levels of 

communication in the organisation? Elaborate more. 

4. Would you say that internal communication strategies influence the 

organisational culture? Explain further. 

5. Would you say that employees understand the organisational objectives, goals 

and strategies? Explain further. 

6. Is the management optimistic about the level of communication and change in 

the organisation? Elaborate more. 

7. What methods are in place to support employee engagement and communication 

from the management's perspective? Explain further. 

8. Would you say that the leadership skills and character demonstrated by the 

management shape the organisational performance and engagement? Elaborate 

more. 

9. Do you believe that team work drives high performance and engagement in the 

organisation rather than individual work? Explain further. 

10. Would you say that better working conditions and employee satisfaction 

promotes effective engagement and communication? Explain further. 

11.1s the organisation allocating adequate resources and support mechanisms for 

employees to perform effectively? Elaborate more. 

12. To what extent do you think employee's voice (inputs) and suggestions are 

recognised and valued by the management of the organisation? 

I THANK YOU FOR YOUR COOPERATION AND INVOLVEMENT SINCERELY 
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APPENDIX C 

INTERVIEW SCHEDULE 

Dear respondents 

I am a student at the North-West University, Mafikeng Campus in the Republic of 

South Africa, with whom the Hanseo University here in South Korea has an 

academic exchange agreement. 

It is required to conduct research as part of the requirements for the completion of 

the degree MAin Communication (Magister Artium). 

• Please take a few minutes for us to discuss the questions below. 

• Your responses are confidential; no identity is needed or will be revealed. 

• Please take your t ime to think about each question carefully. 

• Your cooperation is highly appreciated! 

Researcher: Tsietsi Jeffrey Mmutle 

Section A: Biographical data 

Please state the fol lowing: 

5. Gender 

• Male or Female 

6. Age 

• 20-30; 30-40; 40+ 

7. Position 

8. Highest academic or technical qualification 

Section B: Discussion of questions 

Instructions 

Kindly respond to the questions to the best of your ability. 

1) What comes to your mind when you hear the term internal communication? 
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2) Based on your understanding of internal communication do you think it exists in 

your organisation? Explain further. 

3) What do you perceive to be the significance of internal communication in your 

organisation? Elaborate more. 

4) Would you say that internal communication is efficient and functions at a strategic 

level rather than technical level? Explain further. 

5) What channels of communication or methods are employed in your organisation 

to promote communication and engagement? Elaborate more. 

6) Are those channels of communication effective, and can they ascertain the level 

of engagement? Elaborate more. 

7) In your opinion, do you think employees contribute significantly to the 

organisational performance and success? Elaborate more. 

8) Is the organisation recognising the efforts and contributions of employees to its 

successful growth? Elaborate more. 

9) In your opinion, what do you think about the current communication structure that 

your organisation has? 

1 0) Do you think internal communication strategies enhance the level of engagement 

and interactions in the organisation? Elaborate more. 

11) How committed do you think all the organisational employees are to their daily 

activities? Elaborate more. 

12) Do you think all the employees feel a sense of belonging to the organisational 

growth and success? Explain further. 

13) Is management optimistic about the contribution of employees and the level of 

communication in the organisation? Explain further. 

14) In your opinion would you say that the organisation empowers employees 

through skills development, organisational culture and goals? Explain further. 

15) Do you think internal communication undertaken by employees assists in 

building and promoting organisational image and performance? Explain further. 

I THANK YOU FOR YOUR COOPERATION AND INVOLVEMENT IS SINCERELY 
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APPENDIX D 

THE LG ELECTRONICS GROUP IN PERSPECTIVE 

The LG Group ("Lucky Gold star", Korean: LG :J. ~) is South Korea's third largest 

conglomerate that produces electronics, chemicals, and telecommunications 

products and operates subsidiaries like LG Electronics, LG Display, LG Telecom and 

LG Chern in over 80 countries. 

LG Electronics is a legal entity that falls under the LG Corp. Holding Structure with 

other various entities. 

Companies 62 

Revenue USD 128.7 Billion 

Employees 86,697 (Korea: 36,378/0verseas: 50,319) 

History - Pioneering Technology and Innovation 

1947 - 1958 Foundation 

• 1947 Establishes Lak Hui Chemical and industrial corp. (now LG Chern) 

• 1958 Establishes Gold star (now LG Electronics) 

1959 - 1969 An Innovation start 

• 1959 Produces Korea's first rad ios 

• 1965 Produces Korea's first refrigerators 

• 1966 Produces Korea's first TVs 

• 1968 Produces Korea's first air conditioners 

• 1969 Produces Korea's first washing machines 

1970 -1979 Growth 

• 1977 Produces Korea's first colour TVs 

• 1978 Achieves USD 1 db Miflion in exports 

1980 - 1989 Globalisation 

• 1982 Establishes first overseas production base in the US 

• 1985 Opens product testing laboratory in Korea 

1990 - 1999 Face of the future 

• 1995 Rebrands company as LG Electronics and acquires US TV maker 

Zenith Electronics 
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• 1999 Enters joint venture to develop LCD panels 

2000 - 2009 Global Brand LG 

• 2004 Takes the lead in COMA mobile phone market 

• 2005 Launches LG chocolate, an instant hit 

• 2007 Takes the lead in US drum washing market 

• 2008 Develops world 's first L TE mobile modem chip 

• 2009 Becomes the second-largest LCD TV brand worldwide 

2010 - Present. Faster and smarter 

• 2010 Introduces OPTIMUS Smartphone brand 

• 2011 Launches CINEMA 3D TV, LG's answer to cumbersome shutter

glasses 3D TVs 

• 2012 Establishes smart business centre to lead smart innovation 

Introduces largest and slimmest 55 - inch OLEO TV 

First to market world's first 84- inch ULTRA HD TV 

Unveils OPTIMUS G, first L TE snapdragon S4 pro quad-core 

Smartphone 

Launches Nexus 4 in partnership with GOOGLE 

Introduces world-leading smart appliances with enhanced connectivity 

and greater convenience 

Introduces proprietary Turbo wash machine and innovative refrigerator 

with Door-in-Door 

Unveils ultra-high efficiency HVAC solutions including multi IV V and 

Prestige Inverter V 
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