ASSESSMENT OF COMMUNICATION AS A TOOL FOR EFFECTIVE MANAGEMENT IN THE BANKING INDUSTRY

Abstract
This work is aimed at critically examining communication as a tool for effective management in the Banking Industry.  Union Bank of Nigeria Plc Eastern Area Office was used as a case study.

Literature related to the subject were reviewed.  Primary and secondary data were collected through the use of questionnaire, interview and from texts, journals and the company’s records.

From the data collected and analysed, it was found among others that:

1. Face to face communication is not common between the top management and the subordinates.

2. For communication to be effective in an organization that the following factors must be observed or maintained.

a. Management must maintain good employee management relationship

b. A common language should be used for betters understanding of communication intents.

c. Subordinates views should be sought before making decision.

We therefore recommend that to be facilate instruction, the employee responsible for execution should be involved in the formulation of the problem to be solved.  Management should therefore, encourage upward communication to obtain information and contribution from subordinates.  Management should try to maintain good relationship with the workers in order to have effective communication in an organization.

CHAPTER ONE

INTRODUCTION

1.1 Background Of The Study
Despite the vital role communication plays in the day-to-day running of an organization there are still numerous cases of ineffective communication in many organization.

The causes of communication problems in the organization could be attributed to the following factors of variables. When the management of an organisation are friendly and have a good working report, communication tends to be effective but as soon as members of the organisation gossips, or when there is feelings of incompetence and insecurity, there is bound to be ineffective communication.

Moreover ineffective communication in an organisation could as well be a deliberate action of the receiver of the sender.  Inability of the sender to properly encode and transmit the message situation about where the subordinate failed to carry out a directive because he thought the superior was not serious.

Ineffective communication could be due to overloading of information.  Too much communication bogs down the entire system.  Judicious selection of information helps to avoid dogging the entire system with irrelevant memoranda floating around the management from the habit of not reading their mails, and therefore refers to those mails as Junki.

Meanwhile mechanical inefficiency loads to ineffective our organisation.  Lack of proper facilitates like telex, telegraphs and fax, telephones etc which is being used for sending and as well as receiving infant business information causes breakdown in communication process.

1.2 Statement Of The Problems
Inadequacy and distortion of information to gross inefficiencies.  This may result from labour management problems, high morale of workers, lack of workers contribution on decision making etc.

Moreover, inadequate communication can also lead to great financial looses important information reporting immediate crucial decision often arrived late when by looses may have been incurred.  Delays in communication have endangered management effectiveness where there is a poor information system the result has been that rumour or gossip arose and often inadequate communication brings misunderstanding and conflicts which possibly lead to industrial strikes and interruption in production operations.

Furthermore, information overload brings breakdown in the communication process.  Judicious selection of information helps to avoid dogging the entire system with irrelevant information.  In organizations where there are too many memoranda floating around, the managers may form the habit of not reading their mails which he may refer to as (Junk) or of no value.

Another problem of communication in filtering it occurs when the sender sieves the information and transmits only the favourable aspect of it.  When the whole picture is not presented there scarcely can the real intention of the message be achieved.

1.3 Purpose Of The Study
This study is aimed at:

1. Identifying the factors that lead to in effective communication in an organization.

2. And possibly, recommending strategies that would ensure that effective communication is been promoted in the organization.

1.4 Hypothesis Research
Hypothesis one
H0: That effective communication process has no effect on workers performance and productivity.

Hi: That effective communication process has an effect on workers performance and productivity.

Hypothesis two
H0: That effective communication in organization does not exchange democratic or participatory style of leadership.

Hi: That effective communication in organization does encourage democratic or participating style of leadership.

Hypothesis three
H0: By encouraging feedback mechanism that finding of superiority by top management cannot be controlled or minimized.

Hi: By encouraging feedback mechanism that finding of superiority by top management can be controlled or minimized

1.5 Significance Of The Study

The important of effective communication in an organization cannot be over emphasized the research work will be a good help to both the general public, the organization and as well the researchers.

i. other researchers

This study will be of great help to the researchers because it may form a source of information for them.  They will also gain from the research study since it will expand their knowledge of the subject area.

ii. the organisaiton

This study will also benefit the organization because based on the findings and recommendations they will have an unbelieved in sight into the communication process of the enterprise with a view to identify problems areas.  The recommendation will also benefit them since their implementation may be a solution to the identified problems.  Other organizations that have similar communication problems will also benefit from the study.

1.6 Scope Of The Study

Communication is a very broad topic no consensus has been reached about.  The concept but is believed that every human activity involves communication.  The scope of this research project will therefore be limited to evaluating the effectives of communication of Union Bank of Nigeria (UBA) Plc.  It will also focus on factors that aid or impede effective communication in organizations in addition to highlighting the incidence of participative communication on workers/management relations.  The study will also be extended to find out whether communication process has any effect on workers performance and productivity.

1.7 Definition Of Terms

Communication - Has been variously defined by different authorities, but the one adopted for this research work is that of Nwachukwu communication is the transfer of ideas from the sender to the receiver.

Organization - According to Rogers and Rogers 1976, organization is a stable system of individuals who work together to achieve through a hierarchy of rank and division of labour, common pals.

Communication Process: Is the means of transmitting message from sender to receiver it describes the means of passing message from sender to the receiver of the message.

Management - Is a social process entailing responsibility for the effective and economical planning and regulations of operation of an enterprise, in fulfillment of a given purpose or task.

Worker - This refers to those who are working the organization to improve standard of living now.

Feedback - Response by a message received & which indicate whether or not the message has been understood.

Encoding - The translation mental perception in some sort of communication code.

Grape Vine - The grape vine is the positive counterpart of rumour in an informal system.  But the person who gives out information may not be easy to find.

Rumour - This refers to unofficial and unconfirmed information sent through interpersonal channels there is no clear out evidence to where the information is carried from.

CHAPTER TWO

LITERATURE REVIEW

2.1: DEFINITION OF EFFECTIVE COMMUNICATION
Apart from man's basic needs of foods, clothing and shelter, man has a fundamental need to communicate and convey his feelings to his fellow being and to be perceived accordingly.

Communication therefore is the mutual exchange of facts, thoughts, opinions, or emotions requiring presentation and reception and resulting in common understanding among the partial concerned.

Communication is an indispensable tool to eve ry organization al set up that aims to maximi ze utilization of its human and mat erial resources. It is through communicatio n that people arc linked togethe r to achieve a common purpose. Communication is necessa ry to co-ordinate human and physical element of the organization into an effective and effective working unit. The storage, transmission us e of information help bind the parts of an org anization and make possible the co-ordination of the efforts and resources by which organization achieve its objectives is obvious that when communication fails, uncoordinated activity or none at all prevails.

Coulson (1974 p. 48) "referr ed to communication as the process by which inform ation is transmitt ed between individuals or organi zation by means of commonly accepted symbols in order to elicit a particular r esponse". Inability to match the intended messages of the sender and the receiver and vice versa is a major obstructiv e factor to communication. So transmission of info rmation alone is not sufficient for communication to occur. The sender must also know whether the message has been receiv ed, understood throu gh the receiver's reaction calle d feedback for effective communication to occur.

On his part, Flippo (1982 p. 350) defined communication as "the act of inducing oth ers to interpret an idea in the manner intended by the sp eaker or write". Th e above definition imply that for communication to take plac e, there must be two

or more people and communic ation should h ave an aim, the intent of the sender, which mu st be properly perceived by the receiver, otherwise the communication is lost.

Since communication involves the act of conveying information from one person to another, for effective group goal, communication must be effective from the foregoing, it is clear that the process of communication is essential in any human endeavour.

In their own contribution, M egginson, ‘1986 Mosley and Paul added that communication is th e process of transferring meaning in th e form of ideas, or information from one person to another. They further explained that a true interchange of meaning between people includes more than just th e word used. In their conversation it includes shades of m eaning and emphasis, facial expression, vocal inflections and all th e unintended and voluntary g estures that suggest real meaning. According to them, it is not just transmission of data, it requires one person sending the message and one receiving it rely on certain skills (speaking, writing, liste ning, reading and

the like), to make the exchange of meaning successful. In clarifying the notion that commu nication is the chain of understanding that links members of various units of a n organization at different levels and different areas, they divided the activity into the following elements.

- an aid of making oneself understable;

- a means of passing information be tween people; and

- a system of communication between individual.

Rosenblath, Cheath ar and Wath (1977 p. 135) specialist, on business studies, defined communication as purposiv e interchange of ideas, opinions, information, instruction, presented personally or impersonally by symbol or signal to attain the goal of the organization. Some of th e important points to buttress the foregoing for effective communication in the organization should contain int erchanges, ideas/opinions and personal or impersonally commands.

- Purposive: Must have objectives and be effective.

- Interchanges: Involves at least two persons -sender and receiver

- Ideas, opinion: Depends on purpose of circumstances.

- Personally or Impersonally com munication may be direct or indirect

- Symbols of signal: These arc required device or methods to convey communication or to bring about interchange.

According to Nwosu in his lecture (1993p. 3 -4) titled "importance of communication" commu nication serves- several purposes in an organization and benefits from it in the following ways, foundation of manag ement, planning, organization, staffing, decision m aking, action, control, enterprise image. Communication is the process through which information is conveyed within an organization and or between an organization and another part y organization is very vital for organizational transactions .

Communication is essential for the internal functioning of enterprises because it integrates the managerial functions.

The purpose of communication can therefore be derived from the purpose or function of management, the purposes of management simply stated to achieve the organizational objectives, there requires the practice of four functions.

-Planning means determining goals and efficient methods and approaches for reaching those goals. To plan helps assures that actions taken will b e orderly systematic. It h elps lay the foundation for orderly communication.

- Organization : involves the integration of resources: drawing together in some systematic manner th e personnel, materials, equipment and processes with business goals. Organizing which builds upon planning requires integration of resources so that plans become realities.

- Directing: energizing plans, organizati ons, people and equipment into appropriate courses of action. A manag er recognizes that directives and instruments have maximum utility when they arc clearly stated, h e recognizes personnel as persons, individual a nd women who need explicit guidance

and encouragement as well as tactful supervision and correction.

- Controlling -identifying, observing and co rrecting standard as well as performances in achieving appropriate courses of action. It is the art of using feedback" A success manager continuously re minds himself and his associates of the goals that they share through identifying with the enterprise.

Communication Spa ns all phases of managing and it is a Major vehicle for securing integration and coordination in the organization.

According to Char les Conrad (1989, 1-7) being able to communicate effectively in an organization req uires two kinds of knowledge. F irst, employers must understand the relationship between effective communication and the successful operation of organization. Th is is so since communication inf1ucnces the way an organization operates and simultan eously influenced by key features of the organization. He went further to say that "employee also needs to understand how to choose the most appropriate communication strate gies in organizational situation.

This means that employees should have the ability to analyze a situation, select appropriate communication strategic from a number of available options, and utilize those strategies effectively, Charles Conrad (1989, p, 5) " effective communication suggests that manag ers and researchers alike should recognize that business must maintain at least an adequate level of communication effectiveness to survive, Furthermore to Conrad, raising the lev el of communication effectiveness would contribute productivity and eventually to th e productivity of any business or organization.

Chester B arnard (1960, p, 4) argu ed that "in an exhaustive theory of organizational, communication would occupy a central place, because the structure, extensiveness and scope of the organization are almost entirely determined by communication techniques". He stressed further that effective leadership depends on havin g information necessary to bring about effective decision making and that an effective leader encourages open, direct and accurate communication, In addition h e solicits negative feedback. B arnard goes on to say that information exchange flow vertically, horizontally and functionally. Finally he however, said that a manag er listens to his subordinat es and by doing so gained information, confidence, support, an d understanding of their needs, desires, fears and obstacles to performance.

Fumularo (1974,p.3) "Communication syst em is a modern one for any case of business anemia". This means that communication should server effectively as a panacea to any business or organizational problem that emanates as a result or ineffective exchange of ideas. Employees work more effectively and efficiently and with gr eater satisfactory when they understand not only th eir own job. objective, but also those of other work group and th e total organization. There is a direct relationship between communication and ma nagement efficiency. Therefore, when communication is lacking, the effectiveness of the other hand wh en communication is effective, there is the tendency that it would enhance the performance of workers and increase job satisfaction.

The above explains why Druck er (1969:388) pointed out that "a manager call only make his objectives very effective by communicating them to the subordinates whose performance is required to attain them. Not only do decisions hav e to be made, but also they have to be connected communication to who it is meant for (in this case, employee) so that they should know what is expected of them. In the same vein, when decisions are made, they are not made to be locked up in a drawer. These decisions have to be brought to the notice of those it is meant to direct. This is why organizations use things like notice boards, circulars, hard booklets, ar c always available. These arc effective communication measures enable management to be efficient. Indeed, for communication to be effective it must stem from a mission and have a purpose. It must equally be transmitted in such a way that they accomplish the mission and purpose.

2.2: Communication As System Approach
A system is simply an organiz ation of a regular, interacting or interdependent group of parts that tog ether form a united whole. It is this whole that oriented group of people that is referred to as the business or organization. A change in any part of a business is likely to hav e an effect on other pans of the whole just like the effect that touching any part of a spider's web is likely to have on other parts of the web. It is important, then to view business as comprised of r elated parts (Richard L. Weaver II 1992, P.3)

System approach as a bas is for understanding effective business communication simply mcm1S that on e must look at communication not only f rom the standpoint of its own inherent strength, or even th e effectiveness of how a message is communicated to another person, but also how m essages affect the entire business.

Richard Weaver (1992.p. 9) cat egorically stated that communication to be effective in business it must have communication network, in tricate, complex and multifaceted.

lie simply means that every member of an organization should be carried along so long the organizational objective must be realized. In other words a manager must ende avour to always carry everybody together to ensure effective communication network in busin ess as a system for maximum productivity. Hence, various departments in organizations must combin e their efforts in ensuring that the objectives arc met. It is with this method that works are made easier for various managers of different departments who arc working clos ely together towards accomplishing the stat ed mission. This approach must be adopted for any wise manager to function effectively.

2.4 Classification Of Communication
Communication arc classifie d by different authors into various types but th e most common classification ar e hereunder written.

- oral communication

- Written communication

- Downward communication

- Upward communication

- Horizontal communication

- Informal communication

Oral Communication

Oral communication is the production of sounds which fit into a pattern with which th e receiver is familiar - It is usually a direc t fact-to-face interaction between individuals except in the case of telephone, public address systems and other technically device means a great deal of information is communicated orally- Oral communication constitute about 75% of communication within an organization. 

Mintzbcrg (1975,
49-6) opined that
"Managers favoured the oral communication, the communications
have a chance to appraise the degree of understanding achieved favour the oral media of the telephone and meetings. In oral communication, the communicants have a chanc e to appraise the degree of understanding achieved, ask questions , cheek responses and clarity meaning.

Oral communication is th e fastest means of sharing information and obtaining feedback. It makes for intimacy, and looks to be the best alternative of transmitting emotions; when speaking, by the tone of his voice, by the movement of his mouth etc, When ti me, expediency and cost arc crucial factors to be considered, oral communication becomes very important if all the individual in volved are at the same place, The danger in this type of communication however, lies in its unreliability for reference purpose, Oral communication still remains the best way of maintaining effective comm unication in an organization,

Nwachukwu (1988, p, 165) pointed out that ora l communication is considered most effective in situations where
the information requires future action for settling disputes, Koontz and O'Donnell (1980) had captured a common view maintaining that message should be re peated through several media, in order to enhance correctness", Written Communication
Due to the nature of some messages that seem to b e complex and difficult but quite impo rtant, of long term significance or affect several points arc no rmally put down. Written communication is a fundamental step in the evaluation of society, for besides being useful in situations where speech is not possible, writing, perm its the preservation of communications, or records from the past.

Some common media and devices of written communication includes house organs bulletin, board notices, payroll, inserts manuals and handbook, letters and memoranda, newspapers, info rmation racks, suggestion systems and reports. Written word allows one to think t hrough exactly how the communication shou ld be worded, and what details should be included.

Written communication is fast, accurat e and precise. Written communicat ion forces one to think properly and judiciously, select his words to ensure that he conveys the intended meaning. It provides r ecords, references and legal defences.

Downward Communication
It is the communication that flows from people in the higher levels of the organizational hierarchy to those below them. It is used principally to issue job instruction, information concerning task s in the organization, clarity roles

and boundaries of responsibilities creates aw areness of organizational procedures and inculcat e a sense of mission in the workers through transmission of information of an ideological character.

Akpala (1988: 106) says that "though these channel objectives, policies and procedures are transmitted to lower levels of organization for implementation. Through downward communication the top management will be able to assign their workers subordinates the organizational goal, how to go about it and get them accomplished, it is a link between the supervisors and checkmates the activities of the subordinates.

Koontz and O'Donnell (1982, p, 3) viewed that in an effective life of organization, communication flows in various directions; upwards, downward and crosswise. To them, traditional downwards communication, if it is the only direction of communication is bound to create problems, On the other hand, Drucker (1954 p.68) was more explicit when he re-affirms that down communicat ion does not work, since it may result in inconsistency of the receiver of the info rmation and equally promotes rumors and distortion of information.

Upward Communication
This is the flow of information from the subordinates to management. F eedback is achieved through communication flowing upward that is subordinates, for efficient operation o f the enterprise, need to communicate and convey their opinions and attitudes to their supervisors and make progress report on activities and action relating to their work" (Akpala 1990,p, 107) upwards communication is a reporting nature and ca rries control information regarding what has happened at various points of performance.

However, upwards communication is so ess ential towards building harmonious human relation s. According to Drucker (1954, p. 347) th e good "time users" among managers spend more hours on th eir communications up than on their communication down".

It is through this source that management assesses and monitors the insight of employee, as well as takes appropriate action to check, judge and correct what will otherwise drag the organization into labour cost and manag ement dispute. Upward communication is det ermined by the status or rank that people hold in a business hierarchy.

Lateral Or Horizonta l Communication
This type of communication occurs across department between people on the same level in the managerial hierarchy, between member of working groups and betwe en line and staff managers as between staff managers. Akpala (1990: 107) the main purpose of lateral communication is to provide a direct channel for organizational coordination and probl em solving. Lateral communication is one aspect of organizational behaviour that does not follow th e principle of unity of commands. The horizontal elements get established because workers want to get their work done and get it without communicating dir ectly with the people whose work is related to theirs. Koontz and O ’ Donnell (1980 p. 698) argue that since information flow docs not follow the chain of command, proper precaution need to be taken to preve nt potential; problems.

- People communicate horizontally in order to co -ordinate tasks. How arc employees contributing to the system goals.

- Solve problem - How are employees meeting the correct set of guidelines

- Share info rmation - How might your employees make use of this new data (in a discussion between depar tment heads).

- Resolve conflicts. Are there some ways we can resolve conflicts that seem to be occurring.

Informal Communication
Informal communication is a logical system of communication. Its existence had been as old as the existence of social organization with its resistance aimed at regulating behaviour, within the formal organiz ation. Informal communication channel exists whenever there is a formal organization. It should be noted that these informal channels, often referred to as grapevine, arc neither thoroughly de signed, nor even as predictable as those of the formal structure.

Informal system of communication, to some extent, stands out to be a very effective way of transmission. According to him that information moves fast. Though information may be distorted, yet it docs not follow rapid vertical organization hi erarchy.

Basically, in formation communication is constructive but can also be destructive, if not properly guarded due to its dynamic nature. However, it also carries accurate in formation, and is equally capable of propelling wrong in connation, that leads to blackmail and the tarnishing of the organizations image. In the absence of this, it is very beneficial as a rapid problem negotiation. Nwachukwu (1988, p. 165).

The Grapevine In Organization
The known channel of communication in the fo rmal organization is the grapevine. It exists within a formal communication syste m. In formal organization that exists in organizations, generate several inf ormal communication networks that overlap each other at a number of prints. Information from grapevine is often fragmented and incomplete. This is as a result or the fact that empl oyees are anxious to know that what takes place in the organization . Information is sought from all angles.

Grapevine shows admirable disregard for ranks or authority and may .link organization in any combination or direction of communication v ertical, lateral or horizontal. It has several work related function as well. It is always faster in operation than formal communication chann el. Wise managers should inculcat e this pattern or communication into their administrative operations and make constructiv e use of it always. It is a symbol of good map for all organi zation operations to hasten communication in put f or effective organizational performance.

2.5: Barriers To Effective Communication
Communication wh ether interpersonal or organizational is not always successful or effective due to barriers. This however results to low productivity and other associated problems. Among the barriers and how to overcome them, routinely cited by authors such as H aiman and Scoth and Koontz et al are listed to include.

Noise: Making his contribution on th e subject matter, Koontz et al (1.982: 670) asserted that at the base of communication process is "Noise" which is anything that hinders or interrupts communication by aff ecting the process in one or more of the following ways;

A noise or confirmed environment may hinder the development of a clean thought.

Encoding may be faulty because of the use of ambiguous symbols.

Inaccurate reception may b e caused by inattention. And because of these, the desired change expect ed may not occur because of the fear of possible consequences of the change. The resultant effect will be ineffective communication both from external or internal sources.

LANGUAGE DIFFERENCE: Hicks and Gullet (1981: 504)

opined that languages have seve ral characteristics that limit their accuracy in communication. Stressing further they maintained that the meaning perceived in communication depends upon experiences, the meaning attached to the symbols received and the environment of communication. Communication in an organization may be beset by the existence of people of various linguistic backgroun ds.

(C)POOR USE OF LANGUAGE: Lack of fluency and the us e of technical .jargons can distort a message. Th e use of high sounding words may confuse th e recipient of the message.

(D)UNDISCLOSURE SOURCE OF MESSAGE : The meaning applied to any messages will be influenced by the evaluation of the source of message. There is therefore, no reasonable means of ensuring the genuineness of some information. Consequently, there may be falsehood associated with some information which is sometimes used in organizational decision making.

E) EFFECT OF MOTIONS : Where anger, fear or happiness dominates the communicator's mood that can affect the

interpretation of a messages. For example message given in lighter mood could be better understood that o f a angry mood. F)
POOR LISTENING: Koontz and O’ Donnel (1976; p. 518) opined that listening is one of the most impo rtant, most difficult
and
most neglected skill in communication. Inattentiveness when others arc communicating to us can be a form a kind of barrier to effective communication. It demands that we
concentrated
 not only on
the
explicit meaning, unspoken words, and underscores that may be significant.

Information that conflicts with what one knows. A message that disagrees with workers preconception is likely to be ignored rather than workers changing their ideas.

Expression of criticism, habitually applied, wo uld distort communication, for example, when workers wh o are habitually criticized for their work arc addressed with a complimentary statement. They may take the compli ment as sarcasm such misinterpretation bias communication.

(I) FILTERING : This becomes a barrier for communication when sender deliberately presents the information so as to look very favourablc before the receiver. This often happens when a subordinate, in order to continue to enjoy the confidence or his supervisor gives him 'half truth' and refuses to bring out the part of the fact that he believed would make him very bad before the supervisor. People do not like to expose their weaknesses, especially to one who feel influences their success in the organization. To prevent this, the manager has to insist on complete inf ormation on which goes on in the department and should overtly resent a ny attempt by someone under his control to give a nything other tha n the "whole truth". The environment which communication takes place is as importance that, message. The receiver of a message can only receive it in a meaningful way if the timing and setting are both right Roeth his Berger, Renato Tagiuri both H arvard B usiness School maintain that the environment (actor or communication arc made up of time, arrangement and attractiveness.

J) COMMUNICATION OVERLOAD: This occurs when a person or a manager receives more info rmation than he Call accurately process. In some organizations, managers believe in written memoranda. Too many memoranda or information flow could over load the system to the point of chocking it. Too many messages make it difficulty for one to know which one important and those that arc not, and could even lead to distortion. Every organization has to provide
a means
of regulating the quality of communication to ensure that complete facts arc supplied and irrelevant information edited out or discarded. On cultural study on communication involving the United States, Japan and Britain, it was observed that communication was the single great est barrier to corporate excellence. Bas ed on this, it can be very ideal to state that inefficient communication in an organization is symptomatic of a faculty
 chain. When the managers of organizations are friendly and possess receptive working decorum, then communications tends to be very effective. B ut when the members of an organization engage i n mutual distrust, or when there is resent ment, gossips, or when there is feeling or incompetence and insecurity, th e tendency is to have a communication breakdown.

Since th ere arc many ways to tackle these communication problems as they exist, the success or failure or the effort is dependent on the integrity of the management.

L) DIFFERENCE IN SEMANTIC: -semantics refer to the meanings in what is w ritten or spoken. Words or a piece of message may be interpreted differently by different people whereas the meaning is envisag ed. This creates a barrier to communication because the message intended is not the message received

(M)INDIVIDUAL DIFFERENCES . Individual   differences come in various ways due to background, e ducation, experience and positions. No two persons are the same and therefore, people may understand differently. Again, communication between law enforcement agents and suspected criminals may be beset by distrust and suspicion

(N)INADEQUATE PLANNING TO COMMU NICATION -some communicator are not confident of themselves to find out how far they are set for communication exercise, be it oral or written and they fail to communicate effectively.

2.6: PURPOSE OF COMMUNICATION
The purpose of effective communication in an organization cannot b e over emphasized. Effective communication is significant for a good number of reasons which includes:

1. effective coordination of organizational activity;

2. enhancement of knowledge and understanding in th e organization;

3. introduction of change planned and unplanned;

4. making of decisions or rules, and their acceptability;

5. organizational relationship int ernal and external;

6. day-to-day and period control;

7. stimulation of action towards accomplishing obje ctives;

8. enhancing attitudinal m odifications towards loyalty to the organization;

9. establishes
mutual
trust
and
conf idence
between management and labour;

10. serves as a lubricant fostering the smooth operation
of the process of management;

11. To establish and disseminate the goals of the enterprise;

12 To organize human and material resources;

13 creates enabling social environment
for enhanced productivity;

14 facilitated supervision and controlling of employees;

2.7 OVERCOMING
BARRIERS TO EFFECTIVE COMMUNICATION
To prevent the above mentioned barriers managers has

to insist on complete information on what goes on in their various departments and should overtly, resent any attempt by someone under his control to give anything other than the whole truth,

The use or simple, direct la nguage reduces barriers otherwise improves communication, Ambiguous words should as far as possible be avoided as different words acquire different people as result of different in status or knowledge.

The use of face to face communication helps a lot in effective communication as nearly always, affords one opportunity as for feed back. Feedback provides a two way communication; It helps the sender to evaluate whether his message was understood by the receiver or not.

Managers of organizations should be f riendly and equally possess receptive working decorum as a means of ensuring that effective communication as actualized.

A conducive environment should always be maintained for hitch free communication and to avert any hindrance to the development of a clean thought. Ideas, information, communication flow, policies and organizational objective will be greatly at1iculatcd. A noisy environment should be eliminated completely because it brings set to the performance of organization expectation.

There should be a good idea of what to communicate. The sender should properly conceive the message to transmit. It should not be a question of gambling what to write or say.

There should be adequate preparation for any communication to be carried out. All amount of e ffol1s should be devoted to preparing adequately for a communication task especially when one is not confident of oneself. The procedure to be used has to be known.

Moreover, demonstrating positive attitude to whom communicated helps in enhancing communic ation. A good communicator, especially one engaged in face to face communication should always be courteous and demonstrate good manners to whoever he is dealing with. Every communication demands courtesy. Being tolerant of the differences in people will improve communication. A message should not be necessary react to the way we feel. Therefore, a sender should not always expect automatic acceptance of messages he presents. Similarly a receiver should be prepared to receive a message which is consonance wi th his own point of view.

However, Onodugo (2000 p. 123) mentioned steps to effective communication viz:

i. Plan your communication: Often times, our attitude towards communicating orally or by written is done haphazard thinking that it matters not, but forg etting that in the planning process such words that will be misunderstood are eliminated and appropriate moods selected.

ii. Insist on feedback -This enables one to ascertain whether the message is understood or not. It equally helps one to communicate better in the future.

iii. Face to face interaction, Where possible this is obtained it is usually effective because it offers opportunity for feedback and follow-up.

iv. A thorough study and understanding of the audience is inevitable to effective communication. It is not wise using such gadgets that are not familiar for example those in the village, who perhaps never heard, let alone seen such gadget.

v. Very important messages should be repeated for emphasis.

vi. Certain behavioural dispositions create an atmosphere for effective communication. A supportive and friendly mood will likely elicit more positive response from the receiver of the message than a stern and intimidating.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1
INTRODUCTION


In this chapter, we described the research procedure for this study. A research methodology is a research process adopted or employed to systematically and scientifically present the results of a study to the research audience viz. a vis, the study beneficiaries.
3.2
RESEARCH DESIGN

Research designs are perceived to be an overall strategy adopted by the researcher whereby different components of the study are integrated in a logical manner to effectively address a research problem. In this study, the researcher employed the survey research design. This is due to the nature of the study whereby the opinion and views of people are sampled. According to Singleton & Straits, (2009), Survey research can use quantitative research strategies (e.g., using questionnaires with numerically rated items), qualitative research strategies (e.g., using open-ended questions), or both strategies (i.e., mixed methods). As it is often used to describe and explore human behaviour, surveys are therefore frequently used in social and psychological research.
3.3
POPULATION OF THE STUDY


According to Udoyen (2019), a study population is a group of elements or individuals as the case may be, who share similar characteristics. These similar features can include location, gender, age, sex or specific interest. The emphasis on study population is that it constitute of individuals or elements that are homogeneous in description. 


This study was carried out to examine communication as a tool for effective management in the banking industry. All the staff of Union Bank of Nigeria (UBA) Plc regional headquarters Enugu form the population of the study.
3.4
SAMPLE SIZE DETERMINATION

A study sample is simply a systematic selected part of a population that infers its result on the population. In essence, it is that part of a whole that represents the whole and its members share characteristics in like similitude (Udoyen, 2019). In this study, the researcher adopted the convenient sampling method to determine the sample size. 
3.5
SAMPLE SIZE SELECTION TECHNIQUE AND PROCEDURE

According to Nwana (2005), sampling techniques are procedures adopted to systematically select the chosen sample in a specified away under controls. This research work adopted the convenience sampling technique in selecting the respondents from the total population.
In this study, the researcher adopted the convenient sampling method to determine the sample size. Out of all the entire population of Union Bank of Nigeria (UBA) Plc regional headquarters Enugu, the researcher conveniently selected 120 out of the overall population as the sample size for this study. According to Torty (2021), a sample of convenience is the terminology used to describe a sample in which elements have been selected from the target population on the basis of their accessibility or convenience to the researcher.
3.6 
RESEARCH INSTRUMENT AND ADMINISTRATION

The research instrument used in this study is the questionnaire. A survey containing series of questions were administered to the enrolled participants. The questionnaire was divided into two sections, the first section enquired about the responses demographic or personal data while the second sections were in line with the study objectives, aimed at providing answers to the research questions. Participants were required to respond by placing a tick at the appropriate column. The questionnaire was personally administered by the researcher.
3.7
METHOD OF DATA COLLECTION

Two methods of data collection which are primary source and secondary source were used to collect data. The primary sources was the use of questionnaires, while the secondary sources include textbooks, internet, journals, published and unpublished articles and government publications.
3.8
METHOD OF DATA ANALYSIS

The responses were analysed using the frequency tables, which provided answers to the research questions. Chi- square statistic is used to test the hypothesis.
3.9
VALIDITY OF THE STUDY

Validity referred here is the degree or extent to which an instrument actually measures what is intended to measure. An instrument is valid to the extent that is tailored to achieve the research objectives. The researcher constructed the questionnaire for the study and submitted to the project supervisor who used his intellectual knowledge to critically, analytically and logically examine the instruments relevance of the contents and statements and then made the instrument valid for the study.
3.10
RELIABILITY OF THE STUDY

The reliability of the research instrument was determined. The Pearson Correlation Coefficient was used to determine the reliability of the instrument. A co-efficient value of 0.68 indicated that the research instrument was relatively reliable. According to (Taber, 2017) the range of a reasonable reliability is between 0.67 and 0.87.
3.11
ETHICAL CONSIDERATION

The study was approved by the Project Committee of the Department.  Informed consent was obtained from all study participants before they were enrolled in the study. Permission was sought from the relevant authorities to carry out the study. Date to visit the place of study for questionnaire distribution was put in place in advance.

CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

This chapter presents the analysis of data derived through the questionnaire and key informant interview administered on the respondents in the study area. The analysis and interpretation were derived from the findings of the study. The data analysis depicts the simple frequency and percentage of the respondents as well as interpretation of the information gathered. A total of hundred and twenty (120) questionnaires were administered to respondents of which 100 were returned. The analysis of this study is based on the number returned.

4.1
DATA PRESENTATION
Table 1: Gender Distribution of Respondents

	Gender
	Frequency
	Percentage

	Male
	48
	48%

	Female
	52
	52%

	Total
	100
	100.0%


Source: Author’s Computation from Field Survey 2022

The table above shows the gender distribution of respondents. 48% of the respondents were male and the remaining 52% were female. Thus, female respondents were slightly higher than their male counterparts.

Table 2: Age Distribution of Respondents
	Age
	Frequency
	Percentage

	20-30 years
	24
	24%

	31-40 years
	47
	47%

	Above 40 years
	29
	29%

	Total
	100
	100.0%


Source: Author’s Computation from Field Survey 2022

The table above shows the age distribution of respondents. 24% of the respondents are between the age bracket of 20-30 years; 47% which constituted the majority are between the age bracket of 31-40 years and 29% are above 40 years.

Table 3: Marital Status of Respondents
	Marital Status
	Frequency
	Percentage

	Single
	13
	13%

	Married
	87
	87%

	Total
	100
	100.0%


Source: Author’s Computation from Field Survey 2022

The table revealed the marital status distribution of respondents. Majority of the respondents, which constituted 87% are married while the remaining 13% respondents are unmarried.

Table 4: Educational Qualification of Respondents
	Qualification
	Frequency
	Percentage

	SSCE
	11
	11%

	HND/B.Sc
	80
	80%

	M.Sc/PhD
	9
	9%

	Total
	100
	100.0%


Source: Author’s Computation from Field Survey 2022

The table revealed the educational qualification of respondents. 11% of the respondents are SSCE holders, 80% of them, which formed the majority, are HND/B.Sc holders and 9% are M.Sc/PhD holders.

Table 5: Position of Respondents
	Position
	Frequency
	Percentage

	Manager
	12
	12%

	Accountant
	31
	31%

	Auditor
	26
	26%

	Cashier
	24
	24%

	Others
	7
	7%

	Total
	100
	100.0%


Source: Author’s Computation from Field Survey 2022

Table 5 unveiled the distribution of position of respondents. 12% are managers, 31% are accountants, 26% are auditors, 24% are cashiers and 7% are mostly administrative staff.

Test of the hypothesis

Hypothesis one
H0: That effective communication process has no effect on workers performance and productivity.

Hi: That effective communication process has an effect on workers performance and productivity.

Hypothesis two
H0: That effective communication in organization does not exchange democratic or participatory style of leadership.

Hi: That effective communication in organization does encourage democratic or participating style of leadership.

Hypothesis three
H0: By encouraging feedback mechanism that finding of superiority by top management cannot be controlled or minimized.

Hi: By encouraging feedback mechanism that finding of superiority by top management can be controlled or minimized

Hypothesis one

That effective communication process has an effect on workers performance and productivity
	Options
	Fo
	Fe
	Fo - Fe
	(Fo - Fe)2
	(Fo˗-Fe)2/Fe

	Yes
	60
	33.33
	32.67
	1,067.3289
	32.023

	No
	19
	33.33
	-14.33
	-205.3489
	-6.161

	Undecided
	21
	33.33
	-12.33
	-152.0289
	-4.561

	Total
	100
	
	
	
	21.3


Source: Extract from Contingency Table

X2 = ∑ (fo – fe)2/fe = 21.3
Fe=  60+19+21        =   33.33
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Degree of freedom = (r-1) (c-1)
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 = 2

At 0.05 significant level and at a calculated degree of freedom, the critical table value is 5.991.

Findings

The calculated X2 = 21.3 and is greater than the table value of X2 at 0.05 significant level which is 5.991.
Decision

Since the X2 calculated value is greater than the critical table value that is 21.3 is greater than 5.991, the alternate hypothesis which states that effective communication process has an effect on workers performance and productivity is accepted and the null hypothesis which states that effective communication process has no effect on workers performance and productivity is rejected.

Hypothesis two

Effective communication in organization does encourage democratic or participating style of leadership
	Options
	Fo
	Fe
	Fo - Fe
	(Fo - Fe)2
	(Fo˗-Fe)2/Fe

	Yes
	56
	33.33
	22.67
	513.9289
	18.23

	No
	21
	33.33
	-12.33
	-152.0289
	-4.561

	Undecided
	23
	33.33
	-10.33
	-106.7089
	-3.201

	Total
	100
	
	
	
	11.63


Source: Extract from Contingency Table

X2 = ∑ (fo – fe)2/fe = 11.63
Fe=  56+21+23        =   33.33
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Degree of freedom = (r-1) (c-1)




    


(3-1) (2-1)
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 = 2

At 0.05 significant level and at a calculated degree of freedom, the critical table value is 5.991.

Findings

The calculated X2 = 11.63 and is greater than the table value of X2 at 0.05 significant level which is 5.991.
Decision

Since the X2 calculated value is greater than the critical table value that is 11.63 is greater than 5.991, the alternate hypothesis which states that effective communication in organization does encourage democratic or participating style of leadership is accepted and the null hypothesis which states that effective communication in organization does not encourage democratic or participating style of leadership is rejected.

Hypothesis three

Encouraging feedback mechanism that finding of superiority by top management can be controlled or minimized.

	Options
	Fo
	Fe
	Fo - Fe
	(Fo - Fe)2
	(Fo˗-Fe)2/Fe

	High
	61
	33.33
	27.67
	765.6289
	22.971

	Low
	17
	33.33
	-16.33
	-266.6689
	-8.0

	Undecided
	22
	33.33
	-11.33
	-128.3689
	-3.85

	Total
	100
	
	
	
	11.12


Source: Extract from Contingency Table

X2 = ∑ (fo – fe)2/fe = 11.12
Fe=  61+17+22        =   33.33

              
 3


Degree of freedom = (r-1) (c-1)




    


(3-1) (2-1)




   


(2)  (1)




      


 = 2

At 0.05 significant level and at a calculated degree of freedom, the critical table value is 5.991.

Findings

The calculated X2 = 11.12 and is greater than the table value of X2 at 0.05 significant level which is 5.991.
Decision

Since the X2 calculated value is greater than the critical table value that is 11.12 is greater than 5.991, the alternate hypothesis which states that by encouraging feedback mechanism that finding of superiority by top management can be controlled or minimized is accepted and the null hypothesis which states that by encouraging feedback mechanism that finding of superiority by top management cannot be controlled or minimized is rejected.

CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATIONS

This chapter focuses on the summary of what was done from chapter One to five also offers recommendations and findings as well as provision of the conclusion.

5.1 Summary of Findings

Communication cannot be over emphasized on effective performance of an organization. It is a known fact that communication is so essential to human existence so much that little or nothing can be achieved without communication.

The study centered on communication as a tool for effective management in the banking industry using Union bank for the study.

To carryout this researcher effectively, the survey research design was adopted. And to further make it easier, the researcher employed the questionnaire as instrument for the gathering of data. From the findings, the Union Bank uses written communication technique system.

They use downward-upward (two ways) in channeling their information to the employees. And channel their grievances and suggestions through the union leader (s). This is also, an evidence of good communication. It was also, gathered that there were other barriers that hampers the effectiveness of the system in achieving the organizational performance. Such barriers were information overload, communication apprehension and filtering.

5.2 Conclusions

This study has demonstrated that Union Bank used written communication technique system. There are ideal communication systems.

They use downward-upward direction of communication in channeling their information. This is also an evidence of good communication in an organization. It enhances an effective performance and also, has great impact in productivity.

The study observed that there were other barriers that hamper the effectiveness of organizational performance in the company such as information overload, communication apprehension and filtering. When this is the case, employees tend to select, ignore, Passover or forget information. Though an organizational may have effective communication system, but these barriers may hinder effective performances in the company.

5.3 Recommendations

Having gone through the study successfully and based on the findings, the researcher here by makes the following recommendations.

1. The company should map out the standard method of communication between superiors and subordinate. In view of this, the management should adopt a system that would help the employees to communicate freely the information they want to transmit.

2. Managers should be willing to listen patiently to subordinates without premature evaluation and judgment.

3. Management should ensure that communication system is in line with organizational structure of the company which will involve different departments.

4. As it was also discovered that there where barriers that hamper the effectiveness of organizational performance. Such barriers can be corrected if the management should examine critically the necessary information at the right time.

5. Finally, manager of an organization should also, see a communication feedback as effective tool to an employee’s productivity.
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Appendix A

Please tick (√) as appropriate answer in the space.

1. What is your gender?

Male  (  )

Female  (  )

2. What is your age bracket?

20-25  (  )

26-30  (  )

31-40  (  )

41-50  (  )

3. What is your Martial Status?

Married   (  )

Single  (  )

Divorced  (  )

4. What is your educational qualification?

FSLC    (  )

SSCE/WAEC  (  ) 

OND/NCE   (  )

HND/B.SC/MSC  (  )

PhD   (  )

5. Which of these departments do you belong?

Administration  (  )

Accounting  (  )

Marketing (  )

Management (  )

Production   (  )

Others  (  )

6. How many years have you been in service?

Below one year  (  ) 

1-3 yrs  (  )

3-5 yrs  (  )

5 yrs and above  (  )

7. Do you agree that union bank uses communication technique system?

Strongly agree  (  ) 

Agree  (  )

No opinion   (  )

Don’t agree  (  )

Strongly don’t agree  (  )

8. Do you agree that union bank applies communication system?

Strongly agree (  )

Agree  (  )

No opinion   (  )

Don’t agree   (  )

Strongly don’t agree  (  )

9. What is the method of transmitting information in the company?

Written   (  )

Oral  (  )

Verbal  (  )

Non verbal  (  )

10.To what extent is the use of communication system in the Company?

To great extent  (  )

To a little extent (  )

No opinion  (  )

To an extent  (  )

To no extent  (  )

