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ABSTRACT

[bookmark: _Toc365318175][bookmark: _Toc365556670][bookmark: _Toc368306219]Ineffective communication, lack of communication or inadequate communication causing employee’s job dissatisfaction. Samples of 60 respondents were used and these were randomly obtained from targeted areas. The targeted populations of the study were FINCA Tanzania 50 low level employees and 10 Supervisors and above. The researcher used sampling techniques, which were simple random, stratified and systematic sampling. Thus, individuals were randomly selected from a list of the population and every single individual had an equal chance of selection. The data were collected through observation, questionnaires, interview and documentation, and analyzed by using Microsoft-Excel. The study indicates that a half of the employees saw an improvement in term of communication in year 2012. Meanwhile 76% need of an extra effort for innovative effective communication. Even if employees do not direct agree with the communication channels in FINCA Tanzania, but they see an impact of effective communication toward employee job satisfaction. This implies that the greatest impact on employee job satisfaction is the ability to use proper channels and communicate effectively message with others in the company. By improving communications skills at work will increase employee’s ability to achieve success. It was clearly observed that the FINCA Tanzania should establish possible innovative constructive communication feedback that could enhance employee’s job satisfaction. Also, FINCA should conduct an employee satisfaction survey and use the survey results to identify the areas where employees are most and least satisfied. In additional, the company should engage employees and let them know what the company doing. Finally, the company should address job security. 
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[bookmark: _Toc242590859]CHAPTER ONE
[bookmark: _Toc365318180][bookmark: _Toc365556674][bookmark: _Toc368306224][bookmark: _Toc368410115][bookmark: _Toc242590860]1.0	INTRODUCTION
[bookmark: _Toc365318181][bookmark: _Toc365556675][bookmark: _Toc368306225][bookmark: _Toc368410116]
[bookmark: _Toc242590861]1.1	Background of the Problem
Communication has been seen as an activity of conveying information among two or more people. Effective communication occurs when what is in the mind of the sender is correctly understood and acted upon by the receiver. 

The problem to be addressed in this study was the lack of effective communication and it impact on employee’s job satisfaction in working environment at FINCA Tanzania. Sharma (2006) reported that attrition rate is one of the major problems in the organizational environment due to ineffective of communication and lack of employee’s job satisfaction which cause when the managers are not in regular touch with their employees and complex the organizational structure. Also, In 2000, statistics from the Society for Human Resource Management (SHRM) 2000 Retention Practices Survey revealed a turnover rate of 21 to 26% in organizations due to lack of communication and employee’s job satisfaction. 

Voluntary turnover increased across the board for 2003 to 2004 from 19 to 20% (NOBSCOT Corporation, 2006). Twenty-one percent of respondents reported poor communication and unsatisfied conditions of job as major reasons for the problem of turnover rate. Smaller organizations experienced a national turnover rate of 17% in the United States (SHRM, 2000). If individuals are not satisfied with their jobs and communications are not effective, problems often arise in effectiveness and satisfaction throughout the organization (Herzberg, 1974). 
Kreps (1990) states that, “Effective communication in an organization serves to establish managerial control, provide workers with job instruction, and enable managers gather information for planning.” It shows that communication is involved in all types of managerial functions. Mangers and communication specialists first develop strategies to achieve goals, construct relevant massages and then transmit through different channels for conversations with employees and workers. Poor planning may be the result of poor communication and it always results in the failure of the accomplishment of the goals which becomes the reason for dissatisfaction at workplace. Similarly, if employees are not told about organizational strategies and their responsibilities, they cannot perform effectively. 

Nonverbal immediacy from the supervisor helps to increase interpersonal involvement with their subordinates impacting employee’s job satisfaction. The manner in which supervisors communicate their subordinates may be more important than the verbal content (Teven, p.156). Effective communication has been shown to be related to interpersonal and informational justice perceptions (Kernan & Hanges, 2002). The quality of communication by an organization or manager can improve justice perceptions by improving employee perceptions of manager trustworthiness and also by reducing feelings of uncertainty (Kernan & Hanges, 2002). It is important that the information provided be accurate, timely, and helpful in order for the impact on justice perceptions to be positive (Schweiger & DeNisi, 1991).

[bookmark: _Toc365318182][bookmark: _Toc365556676][bookmark: _Toc368306226][bookmark: _Toc368410117][bookmark: _Toc242590862]1.2    Statement of the Problem	
In the 2012 FINCA Tanzania Employee Climate Survey, the results shows that only 46.4% received meaningful (helpful/useful) feedback from higher authority and 47.5% of its employees had clearly communication on common goal of the organization. Thus, more than 50% of its employees hadn’t received expected feedback from higher authority and clear communication on common goal of the organization.

Employees want open communication channels and a system of common understanding. Communication behavior such as facial expression, eye contact, vocal expression, and body movement is crucial to the superior-subordinate relationship (Hyo-Sook 2005). In FINCA Tanzania, employees do not understand the existing communication system and the effectiveness of these existing communication systems. Thus, employees have to be well equipped with the communication system within the organization so as know how they could get back expected feedback and clear communication on the common goals of the organization. 

Ineffective communication, lack of communication or inadequate communication causing disturbance, employee turnover, disorder, failure to achieve goals, and damage to the image of the organization (Chang, 1993). Another study illustrates that lack of effective communication lead to; misunderstandings, lack of information, decrease in employees' performance, and decrease in company's turnover in organizations and on the other hand lead to incompetence, poor teamwork and disrespect (Maxfield et al., 2005). 

Also lack of communication effectiveness and employee’s job satisfaction in organizations led to high stress, monotony, poor fit between employees and the job, inadequate training (Missouri Small Business Development, 2002). On the other hand, lack of employee’s job satisfaction also lead to lower productivity, higher absenteeism, increased work errors, poor judgment, defensive behavior, hostility, reduction in creativity, and job turnover. 

Therefore, FINCA Tanzania employees might have been losing job satisfaction due to the fact that do not get feedback on issues send to head office. This study therefore was solely engaged itself in investigating effective communication and its effect on employee’s job satisfaction.

[bookmark: _Toc365318183][bookmark: _Toc365556677][bookmark: _Toc368306227][bookmark: _Toc368410118][bookmark: _Toc242590863]1.3	General Objective
The main objective of this study was to examine the Effective Communication and its impacts on Employee’s Job Satisfaction; Case Study on FINCA Tanzania.

[bookmark: _Toc365318184][bookmark: _Toc365556678][bookmark: _Toc368306228][bookmark: _Toc368410119][bookmark: _Toc242590864]1.4	Specific Objectives		
This study had the following specific objectives:
1. To identify how the communication channels affect FINCA Tanzania employee’s job satisfaction. 
1. To examine the content of messages delivered and its impact to employee’s job satisfaction.
1. [bookmark: _Toc328988728][bookmark: _Toc328988582][bookmark: _Toc328988436][bookmark: _Toc328988290]To examine the impact of feedback to employee’s job satisfaction in FINCA Tanzania.

[bookmark: _Toc365318185][bookmark: _Toc365556679][bookmark: _Toc368306229][bookmark: _Toc368410120][bookmark: _Toc242590865]1.5	Research Questions
Specifically, the study intended to answer the following questions:
(i) How do communication channels affect FINCA Tanzania employee’s job satisfaction?
(ii) How does the content of message delivered bring an impact to employee’s job satisfaction?
(iii) How does feedback bring an impact to employee’s job satisfaction in FINCA Tanzania?

[bookmark: _Toc365318186][bookmark: _Toc365556680][bookmark: _Toc368306230][bookmark: _Toc368410121][bookmark: _Toc242590866]1.6	Significance of the Study
The study helped the organization to provide effective communication in an organization so that to establish managerial control, provide workers with job instruction and enable managers gather information for planning. Since communication is involved in all types of managerial functions. It helped the managers first develop strategies to achieve goals, construct relevant massages and then transmit through different channels for conversations with employees and workers.
 
Nevertheless, the study provided better relationships within an organization, to transmit information, to have trust on and cooperation with each other, to understand and co-ordinate the work, to improve communication climate and learning, and hence to increase overall workplace satisfaction and also an individual’s employee’s job satisfaction. (Hassan and Bahtiar, 2009).

The study welcomed addition to the vast field of resources based on personnel administration, particularly in the field of employee’s job satisfaction. The study pointed out the need of effective communication into upgrading the employee’s level of satisfaction as well as to permeate organizational commitment among employees. Moreover, the study helped prospective researchers by providing them a concrete study regarding the impacts on employees' commitment and satisfaction
[bookmark: _Toc365318187][bookmark: _Toc365556681][bookmark: _Toc368306231][bookmark: _Toc368410122][bookmark: _Toc242590867]1.7	Limitations of the Study
One limitation of this study was that participants predicted its nature and biased the results. Subjects recognized the primary and secondary communication styles used in an organization. Also, the short time period of survey administration had negative effect on the study. Time was a negative factor because attitudes and conditions of the work environment can change quickly. Because of the time constraints, external factors, such as variables, were skewed. The last limitation in the study was the willingness of individuals in the organization to respond honestly.

[bookmark: _Toc365318188][bookmark: _Toc365556682][bookmark: _Toc368306232][bookmark: _Toc368410123][bookmark: _Toc242590868]1.8 Delimitations of the Study
[bookmark: _Toc364325146][bookmark: _Toc365318189][bookmark: _Toc365554847][bookmark: _Toc365555573][bookmark: _Toc365556683][bookmark: _Toc368306233][bookmark: _Toc368410124]The geographical area covered by the study was contrived to study in FINCA. The reference period of this study was limited from August 2012 to July 2013. Observation and investigation were done primarily at FINCA Tanzania in Dar es Salaam Tanzania whereby individual employees were involved.

[bookmark: _Toc365318190][bookmark: _Toc365556684][bookmark: _Toc368306234][bookmark: _Toc368410125][bookmark: _Toc242590869]
CHAPTER TWO
[bookmark: _Toc365318191][bookmark: _Toc365556685][bookmark: _Toc368306235][bookmark: _Toc368410126][bookmark: _Toc242590870]2.0  LITERATURE REVIEW

This chapter defined all the concepts which used in this study, critical theoretical review, and general discussion of the topic, empirical study, research gap and conceptual framework.

[bookmark: _Toc365318192][bookmark: _Toc365556686][bookmark: _Toc368306236][bookmark: _Toc368410127][bookmark: _Toc242590871]2.1	Operational Definitions of Key Terms
In this part, key terms were operationally defined as used in this study of which included effective communication and job satisfaction.

[bookmark: _Toc365318193][bookmark: _Toc365556687][bookmark: _Toc368306237][bookmark: _Toc368410128]2.1.1	Effective Communication
Effective communication is a process through which the sender conveys a message that the receiver readily receives and understands. It is a two-way process instead of a one-way process (Chang, 1993). Effective communication extends the concept to require that transmitted content is received and understood by someone in the way it was intended. The goals of effective communication include creating a common perception, changing behaviors and acquiring information.

The ability to communicate effectively is an art that can be used in many areas of your life, from employment and education to parenting and relationships. An effective communicator takes into account the audience or listener receiving the message and communicates accordingly. 

To effectively communicate a message, you must understand how a receiver will process your message. It is important to include visuals, auditory effects as well as kinesthetic information to appeal to the widest range of listeners.
[bookmark: _Toc365318194][bookmark: _Toc365556688][bookmark: _Toc368306238][bookmark: _Toc368410129]2.1.2	Job Satisfaction
Job satisfaction is defined as "the extent to which people like (satisfaction) or dislike (dissatisfaction) their jobs" (Spector, 1997, p. 2). This definition suggests job satisfaction is a general or global affective reaction that individuals hold about their job. While researchers and practitioners most often measure global job satisfaction, there is also interest in measuring different "facets" or "dimensions" of satisfaction. Examination of these facet conditions is often useful for a more careful examination of employee satisfaction with critical job factors. Traditional job satisfaction facets include: co-workers, pay, job conditions, supervision, nature of the work and benefits." (Williams). Locke (1976) defined job satisfaction as “a pleasurable or positive emotional state resulting from an appraisal of one's job or job experiences” (p. 1300). 

[bookmark: _Toc365318195][bookmark: _Toc365556689][bookmark: _Toc368306239][bookmark: _Toc368410130][bookmark: _Toc242590872]2.2	Critical Theoretical Review
Excellence theory has led to a focus on the strategic management of communication, often grounded in information transfer, for example, senior manager-employee communication. Critical theory is less interested in effective communication and more motivated by asking questions about whose interests are being served through communication. As Lee and Cheng (2011) observe, although there is much discussion about the ethics of public relations, largely due to the association of public relations with manipulation, propaganda and spin, “there is little systematic empirical or theoretical research on ethical leadership in public relations”. Public relations theory and approaches to ethical practice are inextricably linked and as Bowen (2004) suggests, the field is “fraught with ethical dilemmas”. Despite the growing development of postmodern (Holtzhausen, 2002), and rhetorical and critical (Toth, 2009) perspectives for public relations, academics in both fields tend to focus their analysis on external communication rather than internal communication. This ignores the evidence for the increasing importance of internal communication (Moreno et al., 2010). 

It also sidesteps the challenging contention that internal communication is the last refuge for the propagandist (Morris and Goldsworthy, 2008). The implicit assumption is that generic critical theory about public relations applies in exactly the same way to internal communication as it d[image: http://htmlimg1.scribdassets.com/91wzk02kxsw5hf1/images/1-7d1b95dc81.jpg]d  oes to external communication. This paper challenges that notion. It argues for another level of application of the theory as the relationship between managers and employees is qualitatively different from that of managers with other stakeholder groups. The paper also examines associated ethical issues for internal communication. It includes a review of codes of practice and calls for an updated approach to setting standards in the field.

Robert T. Craig (1999) has identified seven traditions of communication theory that are based on how they communication is defined (See Table 2.1). Although his approach is very relevant and his paper (Craig 1999) has been one of the most frequently cited papers in communication studies in the past decade, he does not specify an underlying distinctive criterion for his typology, which gives it a rather arbitrary character. Therefore it makes sense to combine his seven traditions of communication theory with the refined version of Burrell’s and Morgan’s typology. The results are shown in Table 2.1.
[bookmark: _Toc242590401]Table 2.1: Definitions of Communication
	Type of approach:
	Communication theorized as
	Subject/
object
	Examples

	Rhetorical
	The practical art of discourse
	Subjective
	Aristotle, Lloyd F. Bitzer, Kenneth Burke, Plato

	Semiotic 
	Inter subjective
 mediation by signs 
	Objective
	Roland Barthes, Wendy Leeds-Hurwitz, 

	Phenome-nological 
	Experience of
 otherness; dialogue 
	Subjective
	Martin Buber, Briankle G. Chang, 

	Socio-
cultural
	Symbolic process that reproduces shared socio-cultural patterns 
	Objective
	Peter L. Berger, Deborah Cameron, 

	Critical
	Discursive reflection
	Subjective/ Objective
	Theodor W. Adorno, Stanley A. Deetz, 


Source: Craig, (1999)

Still other critical theorist view communication as a way to vocalize and bring about change for oppressed groups with in society, this may be achieved through civil discourse or even symbolic action. This definition of communication reveals the critical ontology involves the discussion of the nature of the social world, exploring oppressed social outcast or rejects through discourse of the structure and behavior of these societal groups. The ways in which groups use knowledge to create and maintain power differentials within society through knowledge is the epistemology of the critical theorist interpretation of communication. Through knowledge groups create and reinforce power differences within society by generating interest among individuals in society. Critical theorists use their values to generate change and therefore do not try to keep them out of their research and scholarship. The use of values as a driving force for change is the axiology for a critical theorist view of communication.  

Organizational effective communication receives strong support as a predictor of job satisfaction and weak support as a moderator of the job performance-job satisfaction relationship. Lateral communication finds to moderate the relationship between satisfaction with pay and performance, while accuracy of information is shown to moderate the association between satisfaction with work and performance. Communication dimensions with the greatest support as predictors are accuracy of information, desire for interaction, communication load, trust in superior, influence of superior, and satisfaction with communication.

[bookmark: _Toc365318196][bookmark: _Toc365556690][bookmark: _Toc368306240][bookmark: _Toc368410131][bookmark: _Toc242590873]2.3	General Discussion of the Topic 
[bookmark: _Toc365318197][bookmark: _Toc365556691][bookmark: _Toc368306241][bookmark: _Toc368410132]2.3.1	General Overview
As people work together they develop some important formal and informal relationships with each other. All people are of different personalities and natures, their thinking, perception, and view points are also different. They cannot understand each other until and unless they effectively communicate.

[bookmark: _Toc365318198][bookmark: _Toc365556692][bookmark: _Toc368306242][bookmark: _Toc368410133]2.3.2	Job Satisfaction Aspects 
According to Cal et al. (1977) employee’s job satisfaction is concerned with various aspects, one of which is salary/income of employees, but various studies has found that employees in small businesses are more satisfied than those working in large organizations even though large business employees receive higher incomes and benefits than small business employees. It is because of the levels of communications and trusts that are easier to achieve at small workplace settings as there are fewer people to inform and share information. Hence income is not a necessary factor in bringing about employee’s job satisfaction. People are more satisfied with the overall workplace satisfaction than the higher salaries.

Employee’s job satisfaction is brought through motivation which is one of the functions of communication. Methods of motivation may include job rotation, job enlargement, job enrichment, job re engineering and encouraging employees’ view points. These methods are the part of organizational communication, as today organizational communication is not just information moving from a sender to a receiver but also how the organization in which people work affects them.

[bookmark: _Toc365318199][bookmark: _Toc365556693][bookmark: _Toc368306243][bookmark: _Toc368410134]2.3.3	Effective Communication and its Implications to Job Satisfaction
Gene et al. (1977) notes that "communicating with staff and on their behalf plays a vital role in building employee’s job satisfaction. Managers, who promote employees' viewpoints, support their staff and limit the impact of office politics show they value and respect their team members. In leading by example, they not only encourage staff to develop similar skills but also promote a more positive corporate culture. 

Further to that Christopher (2006) pointed out that the organizations that provide opportunities to the employees to show their aptitudes and utilize their talents are more likely to retain their workforce. Today, organizational communication is more complex due to communication media and high speed transmission. Communication plays a vital role in designing rules, regulations and responsibilities, and presenting to the members of the organization. Zulfqar et al. (2010) argued that, “communication in an organization serves to establish managerial control, provide workers with job instruction, and enable managers gather information for planning.” 

It shows that communication is involved in all types of managerial functions. Mangers and communication specialists first develop strategies to achieve goals, construct relevant massages and then transmit through different channels for conversations with employees and workers. Poor planning may be the result of poor communication and it always results in the failure of the accomplishment of the goals which becomes the reason for dissatisfaction at workplace. Similarly, if employees are not told about organizational strategies and their responsibilities, they cannot perform effectively. Employees need to understand and coordinate their work activities; but if information is poorly communicated to them or they lack to communicate themselves, they cannot understand the task which leads to the confusion and to the job not being done or not completed properly. Therefore, poor communication decreases their satisfaction with the work.

Nonverbal messages play a central role in interpersonal interactions with respect to impression formation, deception, attraction, social influence, and emotional expression (John and Donald 1988). Nonverbal immediacy from the supervisor helps to increase interpersonal involvement with their subordinates impacting employee’s job satisfaction. The manner in which supervisors communicate to their subordinates may be more important than the verbal content (Hyo-Sook 2005).

Communication has been shown to be related to interpersonal and informational justice perceptions (Madlock 2008). The quality of communication by an organization or manager can improve justice perceptions by improving employee perceptions of manager trustworthiness and also by reducing feelings of uncertainty (Paul and Paul, 1978). It is important that the information provided be accurate, timely, and helpful in order for the impact on justice perceptions to be positive (Shahrina et al., 2011).

Despite of playing the above mentioned important roles in increasing employee’s job satisfaction most of organizations do not consider effective communication between employer and employees as important tool towards making them satisfied with their work. This tendency is evident seen in most of organizations in Tanzania (private or public) which suffer from ineffective communication between employees and their employers. Various strikes have been arising in most of organizations as a result of ineffective communication between employers and employees. In similar vein Hsing (2006) argued that although there are other factors which may cause strikes in the organization but ineffective communication play a great role in creating more bad relation between organizational management and their employees. 

Thus due to bad relation existed in the organization as a result of ineffective communication employees attempt to take strikes as a way towards solving their problems. The recently national wide strike for medical doctors in Tanzania has in one way or another being facilitated with ineffective communication between the government (employer) and medical doctors (employees). This shows that there is a problem of ineffective communication in most of organizations in Tanzania not only in private but also in public organizations which makes employees become dissatisfied with their work. It is from this juncture where the researcher wants to investigate the roles played by effective communication and its impacts on employee’s job satisfaction in the organization.

Effective communication and employee’s job satisfaction is directly related to employee performance and retention. In order to get the most production out of your employees for the longest period of time it will be necessary to make them satisfied with their work and position. Communication has a direct effect on employee satisfaction. By communicating effectively with your employees and providing ways for them to communicate effectively also, you will be going a long way toward improving your organizational performance. 

According to Pandey and Garnett (2006), most organizations place a high value on effectiveness. One of the key vehicles to reach organizational effectiveness is the ability of a leader to communicate employee purpose and direction to subordinates. Pandey and Garnett (2006) proposed that organizations should view communication as an indicator of the organization’s health. Organizational effectiveness is a “key competency of leadership and the ability to communicate tasks into measurable actions” (O’Hair et al., 2005).

Tannenbaum and Schmidt (1958) outlined four management communication styles that increase employee job satisfaction and enhance the interactive process. These styles are “tell, sell, consult, and join”. Each of these four communication styles produces different reactions from employees and ultimately has an influence on job satisfaction. Tell, sell, consult, and join communication styles are explored in this study to determine their impact on employee job satisfaction in organizations.
 
Muchinsky (1997) hypothesized that “one of the most elusive organizational variables is that of communication, because organizational communication is such a dynamic phenomenon, it continues to be a difficult concept to measure”. The communication styles managers use to deliver an organization’s message are a subset of those elusive organizational variables and are equally difficult to measure. The manager’s knowledge of how communication is received by subordinates is essential when creating productive and lasting relationships between management and employees. Appropriate communication styles are paramount to the success of organizations because they have a direct impact on the job satisfaction of employees. Pettit, Goris, and Vaught’s (1997) study of 302 employees at two manufacturing firms illustrated the direct association between communication and job satisfaction. The study reported a relationship between communication styles of telling, selling, consulting, or joining and work performance and job satisfaction. Furthermore, these researchers demonstrated predictors of job satisfaction relating to communication were “accuracy of information, desire for interaction, communication load, trust in superior, influence of superior, and satisfaction with communication” (p. 81). Each of the four communication styles described by Pettit, Goris, and Vaught required a style of deliverance. Richmond and McCroskey (2000) explain that supervisors use one of the “four communication styles of telling, selling, consulting or joining to produce productive satisfied employees” (p. 359). 
[bookmark: _Toc365318200][bookmark: _Toc365556694][bookmark: _Toc368306244][bookmark: _Toc368410135][bookmark: _Toc242590874]2.4	Empirical Study 
In a research done by Soonhee Kim which was published online on 17 December 2002 with the title “Participative Management and Job Satisfaction: Lessons for Management Leadership”, the researchers and practitioners in both the public and private sectors agree that participative management improves employees' job satisfaction. Public agencies have also turned to strategic planning to enhance government performance and accountability. This study explores the relationship between participative management in the context of the strategic planning and job satisfaction in local government agencies. The results of multiple regression analysis show that managers' use of a participative management style and employees' perceptions of participative strategic planning processes are positively associated with high levels of job satisfaction. The study also finds that effective supervisory communications in the context of the strategic planning process are positively associated with high levels of job satisfaction. The study suggests that participative management that incorporates effective supervisory communications can enhance employees' job satisfaction. In this regard, organizational leaders in the public sector should emphasize changing organizational culture from the traditional pattern of hierarchical structure to participative management and empowerment.

[bookmark: _Toc364325158][bookmark: _Toc365318201][bookmark: _Toc365554859][bookmark: _Toc365555585][bookmark: _Toc365556695][bookmark: _Toc368306245][bookmark: _Toc368410136]The above research Kim shows that management has a role to play to enhance job satisfaction. Therefore, the study based on effective communication that included also management level as part of organization to enhance job satisfaction. Furthermore, Lawrence R. Wheeless in 2006 did a study with the title “The relationships of communication with supervisor and decision participation to employee job satisfaction”. This study examined the relationship of communication related variables to employee job satisfaction. Specifically, employee communication satisfaction with supervisor, perceived supervisor receptivity to information and ideas, employee participation in decision making, participation versus desired participation level, and job satisfaction with supervisor, coworkers, promotions, pay, and work were studied. The subjects for the study were classified employees (secretaries, clerks, lowest level supervisors, etc) in three administrative units (Controller, Personnel, and Admissions & Records) of a comprehensive Eastern university. The communication related variables accounted collectively for a substantial amount of variance (76%) in employees’ job satisfaction. Moreover, communication satisfaction with supervisor and supervisor receptivity in information were found to be more powerful “predictors”; of job satisfaction than the decision participation variables. The study cast some doubt upon the comparative value of participation as a communication strategy with low‐level employees. Specific guidelines for direct application of results and implications for future research were derived from the study.

Lawrence’s study stresses on the relationships of communication with supervisor and decision participation to employee job satisfaction. The study will go further to investigate the impact of effective communication on job satisfaction. In additional, L. Fallowfield did study done in 1999 on Effective communication skills are the key to good cancer care. The study shows that communication within oncology is a core clinical skill but one in which few oncologists or specialist cancer nurses have received much formal training. Inadequate communication may cause much distress for patients and their families, who often want considerably more information than is usually provided. Many patients leave consultations unsure about the diagnosis and prognosis, confused about the meaning of and need for further diagnostic tests, unclear about the management plan and uncertain about the true therapeutic intent of treatment. Additionally, communication difficulties may impede the recruitment of patients to clinical trials, delaying the introduction of efficacious new treatments into clinics. Lack of effective communication between specialists and departments can also cause confusion and a loss of confidence amongst the team. Oncologists themselves acknowledge that insufficient training in communication and management skills is a major factor contributing to their own stress, lack of job satisfaction and emotional burnout. Consequently, over the past few years there have been several initiatives aimed at improving basic communication skills training for healthcare professionals in the cancer field. In this paper, some of the issues that influence communication within an oncology setting, and ultimately affect patient care, are discussed.

Real, as effective communication skills are the key to good cancer care, also effective communication has big impact on job satisfaction. Thus, the study will add value to the hospital attendees who nurse the patients as they will be satisfied with their job. Since they are satisfied with their job, they will provide good care to cancer patients. Also Michael P. Leiter did a study on Burnout as a Function of Communication Patterns A Study of a Multidisciplinary Mental Health Team. This study explores a model predicting burnout among human service workers in terms of their social involvement with coworkers and their job satisfaction. The model is presented as a step toward recognizing the rich diversity of social contact occurring in health service settings. The results were consistent with expectations that burnout would be higher for workers who communicated extensively regarding work, but maintained relatively few informal, supportive relationships with coworker. The model included job satisfaction in conjunction with the communication variables as predictors of burnout. The results are discussed as having relevance to the development of peer supervision procedures in mental health settings. Methods of clarifying departures from the model are discussed. 

Michael study shows that burnout would be higher for workers who communicated extensively regarding work, but maintained relatively few informal, supportive relationships with coworker. Communication should help not only on regarding work, but rather than make job satisfaction. Therefore, the study will help on job satisfaction to minimize burnout.

[bookmark: _Toc365318202][bookmark: _Toc365556696][bookmark: _Toc368306246][bookmark: _Toc368410137][bookmark: _Toc242590875]2.5	Research Gap
There are challenges to recognizing methods of communication in order to express intent and outcome of organizational objectives and develop strategies for cohesive and productive work environments. The salient components addressed here are
(i) To identify how the communication channels affect FINCA Tanzania employee’s job satisfaction. 
(ii) To examine the content of messages delivered and its impact to employee’s job satisfaction. 
(iii) To examine the impact of feedback to employee’s job satisfaction in FINCA Tanzania.
Most of the organizations do not understand that communication is a dynamic process and involves complex communication techniques, networks and channels. It does not involve only upward and downward communication, but managers and employees communicate with each other in various ways at different levels. 
Employees need to understand and coordinate their work activities; but if information is poorly communicated to them or they lack to communicate themselves, they cannot understand the task which leads to the confusion and to the job not being done or not completed properly. Therefore, poor communication decreases their satisfaction with the work. As people work together they develop some important formal and informal relationships with each other. All people are of different personalities and natures, their thinking, perception, and view points are also different.

Therefore, the study helped the organization to understand the challenges in recognizing methods of communication as to identify the existing communication systems, to examine the level of effectiveness of these existing communication systems and critically examine possible innovative effective communications that could be applicable to the organization in order to increase employee’s job satisfaction.

The study also provided better relationships within an organization, to transmit information, to have trust on and cooperation with each other, to understand and co-ordinate the work, to improve communication climate and learning, and hence to increase overall workplace satisfaction and also an individual’s employee’s job satisfaction.
[bookmark: _Toc365318203][bookmark: _Toc365556697][bookmark: _Toc368306247][bookmark: _Toc368410138][bookmark: _Toc242590876]2.6	Conceptual Framework
Communication may be the process whereby a source encodes a message and sends it through a medium to a receiver. It may even involve the sending of a feedback by the receiver to the source; however, effective communication goes far beyond this level. It has been observed that the fact that a receiver receives the actual message does not guarantee that he interprets it in the way intended by the source. Any message received is interpreted in the light of the perception of the receiver. This study therefore examines the relevance and significance of perception to communication. It also examines what communication is, and how the process is mediated by the perceptual process. A Perceptual Communication Model is proposed in the study to explain the relationship between communication and perception. The study concludes by suggesting that communicators should design messages in terms of their receivers' perceptual inclination rather than focusing entirely on the elements of the communication.

The original model was designed to mirror the functioning of radio and telephone technologies. Their initial model consisted of three primary parts: sender, channel, and receiver. The sender was the part of a telephone a person spoke into, the channel was the telephone itself, and the receiver was the part of the phone where one could hear the other person. 

In a simple model, often referred to as the transmission model or standard view of communication, information or content (e.g. a message in natural language) is sent in some form (as spoken language) from an emissary/ sender/ encoder to a destination/ receiver/ decoder. 
Independent Variables				Dependent Variables
 (
Transaction Model of Communication
Channel
Message
Receivers
Feedback
Sources
Sender
Receiver
Sender
Receiver
Messages
Behaves
Decodes
Decodes
Messages
Behaves
Factors leading to dissatisfaction;
Poor pay
Poor compensation
Poor work condition
Lack of promotion
Poor benefits offering
Lack of job security
Factors leading to satisfaction;
Good leadership practice
Good manager relationship
Recognition
Advancement
Personal growth
Feedback and support
Clear direction and objectives
When these conditions are optimal, job dissatisfaction will be eliminated. However, these factors do not increase job satisfactory
When these factors are optimal, job satisfactory will be increased
Job Satisfaction Model
Employee Dissatisfaction (Exit, Voice, Neglect)
Fulfillment, Commitment, Engagement
Employee Satisfaction (Lesser complains, Loyalty, Commitment, independent, equitable rewards, supportive colleague, personality, supportive working condition)
The Interactive Model
)Effective Communication				Employee’s job satisfaction






	
                   








[bookmark: _Toc242590584]Figure 2.1: The Interaction between Independent Variables and Dependent Variables

Source: Field Data
This common conception of communication views communication as a means of sending and receiving information. The strengths of this model are simplicity, generality and quantifiable. 

The channel of communication may lead employee dissatisfaction (Exit, Voice, and Neglect). This channel may be in formal or informal.  Formal communication is vital in every organization and follows the formal structure of the company. The importance of formal communication is that it provides basic information about the organization or information related to people’s jobs. 

The most recognized formal communication methods used today which are: Technical communication and face-to-face communication. The technical environment has changed through the years, and employees are getting more and more mobile. We have more information, faster than we ever dreamed, and communication has become less static and more dynamic, with numerous communication channels. Frequently used and important channels such as the web, blogs, email and mobile phones are replacing face-to-face communication and with increasing technology, employees are becoming more independent and more mobile than before. Easy access to online information relating to individual jobs has improved people’s independence and projects can be finished faster than before. Moreover, people can follow news and information about the organization more easily which leads to better informed staff. However, with increasing technical communication, face-to-face communication between people within the organization decreases which should be considered a huge threat.
Informal communication or grapevine is “news” or communication between people within the organization. Grapevine may be simple glance, smile or signal between people within the organization. Moreover, it should be seen as a natural consequence of people interacting. Informal communication or grapevine, people can talk about their feelings, create relationships and discuss the issues that matter to them at each time. 

The components of the interactive communication process are “messages, sources, encodings, channels, decoding, receivers, feedback, noises, and shared meanings”. The messages are categorized as the content of communication with others. Messages are expressed in written, verbal, and nonverbal forms. The source of origin is the original transmitted message. The source constructs the message and determines the message as well as the best method of transmission. Encoding is the process of organizing parts of the sender’s message. When using verbal communication, encoding is the choice of words, though nonverbal cues such as facial and body movements can give the message more meaning. 

The message can be transmitted, but if it is not received, communication has not taken place. Receivers are the people who pick up the message regardless of the sender’s intentions. Advances in communication have made the unintentional receipt of messages more likely. This fact has made communication more difficult for organizational leaders trying to maintain secrecy. After the message is received, the receiver must decode the encoded message if he is to have a usable meaning. This process in interactive communication is considered decoding. Decoding is how the receiver makes sense of the message. Decoding messages from the channels may have positive or negative outcomes. Communication outcome can influence different factors, such as cultural backgrounds, listening abilities, and attitudes towards the source or channel.

The lack of feedback can be a huge barrier to communication in a relationship. Feedback can make a difference to people when avoiding provoking a defensive response. Effective employee feedback is specific, not general. Effective feedback is well timed so that the employee can easily connect the feedback with his actions.

Job satisfaction is an attitude rather than a behavior. In addition to attitudes about a job as a whole, people can have attitudes about various aspects of their jobs, such as the kind of work, Job Satisfaction is an emotional pay, relationship with response to a job situation. It their supervisor, the determined by how well outcomes quality of the physical meet or exceed expectations. Job Satisfaction represents several environments in which related attitudes. They work degree of fulfillment in their work. 

Determinants of Job Satisfaction are mentally challenging work, independence, equitable rewards, supportive working conditions, supportive colleagues, personality, job fit and heredity/genes. Some workers will be more satisfied that others with the same job because of different personalities and work values. Job satisfaction can be increased because it is determined not only by personalities but also by the situation. 

The employees can express dissatisfaction in number of ways such as exit; behavior directed toward leaving the organization, including looking for a new position as well as resigning and voice; actively and constructively attempting to improve conditions, including suggesting improvements, discussing problems with superiors, and some forms of union activity. Also, employees can express dissatisfaction through loyalty; passively but optimistically waiting for conditions to improve, including speaking up for the organization in the face of external criticism, and trusting the organization and its management to “do the right thing and neglect; passively allowing conditions to worsen, including chronic absenteeism or lateness, reduced effort, and increased error rate. 


[bookmark: _Toc242590877]
CHAPTER THREE
[bookmark: _Toc365318205][bookmark: _Toc365555589][bookmark: _Toc365556699][bookmark: _Toc368306249][bookmark: _Toc368410140][bookmark: _Toc242590878]3.0	RESEARCH METHODOLOGY
[bookmark: _Toc364325163][bookmark: _Toc365318206][bookmark: _Toc365554864][bookmark: _Toc365555590][bookmark: _Toc365556700][bookmark: _Toc368306250][bookmark: _Toc368410141]
The chapter presents the following sub-sections which are research paradigm, research design, area of study, population of the study, sample and sampling techniques, methods of data collection, data analysis plan, validity of data, reliability of data, ethical issues and establishing report.

[bookmark: _Toc365318207][bookmark: _Toc365556701][bookmark: _Toc368306251][bookmark: _Toc368410142][bookmark: _Toc242590879]3.1	Research Paradigm
[bookmark: _Toc364325165][bookmark: _Toc365318208][bookmark: _Toc365554866][bookmark: _Toc365555592][bookmark: _Toc365556702][bookmark: _Toc368306252][bookmark: _Toc368410143]Therefore, research used set of methods and principles used to a careful study of a subject, especially in order to discover new facts or information about it. The researcher used both qualitative and quantitative research methods.

[bookmark: _Toc365318209][bookmark: _Toc365556703][bookmark: _Toc368306253][bookmark: _Toc368410144][bookmark: _Toc242590880]3.2	Research Design
[bookmark: _Toc364325167][bookmark: _Toc365318210][bookmark: _Toc365554868][bookmark: _Toc365555594][bookmark: _Toc365556704][bookmark: _Toc368306254][bookmark: _Toc368410145]The researcher used quantitative research design because information/data were presented in numbers, percent and tables. Also the researcher used qualitative research design as some of data were expressed in words; prolong contact with the field’s holistic approach, lived experience of participants.

[bookmark: _Toc365318211][bookmark: _Toc365556705][bookmark: _Toc368306255][bookmark: _Toc368410146]3.2.1	Area of the Study
[bookmark: _Toc364325169][bookmark: _Toc365318212][bookmark: _Toc365554870][bookmark: _Toc365555596][bookmark: _Toc365556706][bookmark: _Toc368306256][bookmark: _Toc368410147]The researcher conducted his research in this case study in FINCA Tanzania whereby four branches which are Magomeni, Ilala, Temeke and Head Quarter in Dar es Salaam were involved.

[bookmark: _Toc364325170][bookmark: _Toc365318213][bookmark: _Toc365554871][bookmark: _Toc365555597][bookmark: _Toc365556707][bookmark: _Toc368306257][bookmark: _Toc368410148]The researcher chooses FINCA Tanzania as the study area because it was near to the working place of the researcher. For this case, the researcher minimized expenses for transport and data collection. It was also easier for the researcher to get access to sources of information.

[bookmark: _Toc365318214][bookmark: _Toc365556708][bookmark: _Toc368306258][bookmark: _Toc368410149]3.2.2	Population of the Study
[bookmark: _Toc364325172][bookmark: _Toc365318215][bookmark: _Toc365554873][bookmark: _Toc365555599][bookmark: _Toc365556709][bookmark: _Toc368306259][bookmark: _Toc368410150][bookmark: _Toc364325173][bookmark: _Toc368410643][bookmark: _Toc364325174]According to Truant (1995) define population as a group of specific people in which the researcher aims to study it. Moreover, Coopers (1989) and Vans (1990), target population means all members or individuals or group or other elements that the researcher hoped to present in the study. The target population in this study was as follows:
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[bookmark: _Toc365318236][bookmark: _Toc365556730][bookmark: _Toc368306280][bookmark: _Toc368410171]3.2.3	Sample and Sampling Techniques
Therefore, the researcher used sampling techniques, which were simple random, stratified and systematic sampling. According to Enon (1998), Simple Random Sampling is the ideal choice as it is a 'perfect' random method. Using this method, individuals were randomly selected from a list of the population and every single individual had an equal chance of selection.
Truant (1995) said that, Systematic Sampling is a frequently used variant of simple random sampling. When performing systematic sampling, every element from the list is selected (this is referred to as the sample interval) from a randomly selected starting point. The one potential problem with this method of sampling concerns the arrangement of elements in the list. If the list is arranged in any kind of order e.g. if every 30th house is smaller than the others from which the sample is being recruited, there is a possibility that the sample produced could be seriously biased. 

Stratified sampling is a variant on simple random and systematic methods and is used when there are a number of distinct subgroups, within each of which it is required that there is full representation. A stratified sample is constructed by classifying the population in sub-populations (or strata), base on some well-known characteristics of the population, such as age, gender or socio-economic status. The selection of elements is then made separately from within each stratum, usually by random or systematic sampling methods. Stratified sampling methods also come in two types - proportionate and disproportionate, Enon (1998).

The researcher used this simple random since this technique reduced biases or prejudices in selecting samples. In stratified technique involved identifying group in the population. Here, the samples were proportionally selected on the basis of equal member from each group. Also, purposive sampling increased utility of results as the researcher selected samples based on a certain purpose.

The researcher used the following sampling analysis; 
[bookmark: _Toc242590432]Table 3.2: Sampling Analysis
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Source: Author’s Field data, 2013
[bookmark: _Toc365318276][bookmark: _Toc365556770][bookmark: _Toc368306320][bookmark: _Toc368410211]
[bookmark: _Toc242590882]3.3	Data Collection
Data collection is any process of preparing and collecting data, for example, as part of a process improvement or similar project. 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 are primarily collected to provide information regarding a specific topic.

Data collection usually takes place early on in an improvement project, and is often formalized through a data collection plan which often contains the following activity.
Data collection included types of data of which primary and secondary data were evaluated and data collection methods comprised questionnaires, interviews, observations and documentation.
[bookmark: _Toc365318277][bookmark: _Toc365556771][bookmark: _Toc368306321][bookmark: _Toc368410212]3.3.1	Types of Data
Data is thought to be the lowest unit of information from which other measurements and analysis can be done. Data can be numbers, images, words, figures, facts or ideas. Data in itself cannot be understood and to get information from the data one must interpret it into meaningful information. The researcher used two methods of interpreting data which were primary and secondary data.

[bookmark: _Toc365318278][bookmark: _Toc365556772][bookmark: _Toc368306322][bookmark: _Toc368410213]3.3.1.1 Primary Data Collection
These are the first hand information obtained by the researcher himself from the field. This is usually obtained when the researcher does a descriptive or survey and uses a number of methods under the case. Primary data are those collected a fresh and for the best of time, this happen to be original in character (Ghauri et al., 2005). Primary data were collected from respondent included in the sample that means from employees of FINCA Tanzania.
 
[bookmark: _Toc365318279][bookmark: _Toc365556773][bookmark: _Toc368306323][bookmark: _Toc368410214]3.3.1.2 Secondary Data Collection
In addition to using primary data collection methods, documentary secondary data were used in this research. Documentary data included written materials, local government laws and other government circulars related to recruitment, journal articles, books and other records relevant to this research. According to Ghauri and Gronhaug, (2005) cited in Saunders et al. (2007) advantages of using secondary data are that it provides enormous savings in resources, it is less expensive than to collect the data yourself, it helps to contextualize findings within a more general context and facilitates triangulation of the findings. Nonetheless, secondary data has its disadvantages as the data will have been collected for a specific purpose that differs from the research objectives of this research (Denscombe, 1998) cited in Saunders et al., (2007). Furthermore, where data was collected for commercial reasons gaining access may be difficult and costly. When using secondary data, the researcher had no control over the quality of the data. With respect to these draw backs, access has already been gained in FINCA Tanzania to use their research facilities and documentary evidence which is focused on their communication practices. This research took a critical analysis of secondary data, from FINCA Tanzania.

[bookmark: _Toc365318280][bookmark: _Toc365556774][bookmark: _Toc368306324][bookmark: _Toc368410215]3.3.2	Data Collection Methods
In collecting data for this study, the all four instruments were used which are observation, questionnaires, interview and documentation.

[bookmark: _Toc365556775][bookmark: _Toc368306325][bookmark: _Toc368410216]3.3.2.1	Observation
According to Gajendra and Ruth (1981) define the term observation that, “Observation is the research technique, which utilizes direct contact between the researcher and the phenomena under investigation”

The researcher visited the targeted areas/sites and saw the daily programs and observed effective performance. This technique is important to the researcher as it was most highly used. Thus, avoided biases and prejudice by subjects, overcame language barrier and used at any time.

[bookmark: _Toc365556776][bookmark: _Toc368306326][bookmark: _Toc368410217]3.3.2.2	Questionnaires
According to Oxford Learner’s Dictionary (2001), defines the word questionnaire as a written list of questions that are answered by number of people so that information can be collected from the answers.
Furthermore, these questions were open ended and restricted/closed questions for respondents to answer on a sheet of paper. This instrument helped the researcher to collect a lot of information and enabled the researcher to have access at almost all respondents in the sample within a short time. Not only that but also the instrument was useful because of its stability, observed data beyond geographical, economy, social; educational as well as political units. In case of big enquires the instrument was very appropriate. Hence, distant subjects and well plan and focus.

[bookmark: _Toc365556777][bookmark: _Toc368306327][bookmark: _Toc368410218]3.3.2.3 Interview	
In Oxford Advanced Learner’s Dictionary (2001), said that, “Interview is a formal meeting at which somebody is asked questions to see if they are suitable for a particular job, for a course of study at a college, university at cetera.” Therefore, this involved the oral or vocal questioning technique or discussion. The interview technique required the researcher to ask questions. The researcher decided to use this instrument because of its useful as it was flexible, detailed data obtained and questions that asked were both structured and semi-structured. The researcher met individual employee for interviewing on the study.

[bookmark: _Toc365556778][bookmark: _Toc368306328][bookmark: _Toc368410219]3.3.2.4	Documentation
According to Fraenkel and Wallen (2003) define documentation as a written or printed materials that have been produced in some form or another annual reports, art work, bill, books and so on. The researcher found most the advantages of using the instrument because it was easily accessible economical and removed biasness. The researcher had access to employees’ files of which all documents were available.
[bookmark: _Toc365318281][bookmark: _Toc365556779][bookmark: _Toc368306329][bookmark: _Toc368410220][bookmark: _Toc242590883]3.4	Data Analysis
[bookmark: _Toc364325234][bookmark: _Toc365318282][bookmark: _Toc365554944][bookmark: _Toc365555670][bookmark: _Toc365556780][bookmark: _Toc368306330][bookmark: _Toc368410221]This is concern with the computation of certain measures along with searching for pattern of relationship that exist among data group. It involved estimating the value of unknown parameters of population for drawing inferences. The major aim of analysis in this study was to determine whether the observation conducted in the field support the hypotheses that were formulated earlier or before going to the field, or reject them. In the quest of this study, the researcher employed both qualitative and quantitative techniques for data analysis. Quantitative data collected from questionnaires were analysed using statistical package for social sciences. Qualitative data were content analysed. Findings presented qualitatively (descriptions) and quantitatively using table, percentages and diagrams.

[bookmark: _Toc365318283][bookmark: _Toc365556781][bookmark: _Toc368306331][bookmark: _Toc368410222][bookmark: _Toc242590884]3.5	Validity of Data
On the other hand Econ (1998:29)”validity refers to the quality that a producer or an instrument (tool) used in research is accurate, correct, true, meaningful and right. Validity therefore implied that the researcher wanted to obtain what is supposed to measure. So if whatever the researcher use in this study enables him/her to get what he/her wanted to get then there is validity”

Furthermore, the researcher constructed clear and understandable instrument to all respondents. The instruments was in English language, because majority of respondents were post primary school levels employees and easy to communicate. In addition to that, Enon (1998) showed the important of validity in research tool (instrument) validity of research produce (technique) and validity of the research findings (report).
[bookmark: _Toc365318284][bookmark: _Toc365556782][bookmark: _Toc368306332][bookmark: _Toc368410223][bookmark: _Toc242590885]3.6	Reliability of Data
According to Enon (1998) talks of reliability by defining that, “Reliability refers to how consistent a research procedure or instrument it is. It, therefore, means the degree of consistency demonstrated in a study. Hence, reliability implied stability or dependability of an instrument or procedure in order to obtain information”. Also, Fraenkel and Wallen (2003) stated the important of reliability as it referred to the consistency of the scores obtained how consistent they were for each individual from one administration of an instrument to another and from one set of items to another.

[bookmark: _Toc365318285][bookmark: _Toc365556783][bookmark: _Toc368306333][bookmark: _Toc368410224][bookmark: _Toc242590886]3.7	Ethical Issues
This research observed and adhered to the ethical standards and issues with regard to voluntary nature of participation and the right to withdraw by individual employees/ respondents from the process. The research maintained the confidentiality of data provided by individuals or identifiable participants and their anonymity. Data collected and information were exclusively used for the purpose of this academic work.

[bookmark: _Toc365318286][bookmark: _Toc365556784][bookmark: _Toc368306334][bookmark: _Toc368410225][bookmark: _Toc242590887]3.8	Establishing Rapport
The researcher established rapport before participant share personal information by treating interviewee with respect, thought about his appearance and the expectations of the person about to interview, body language and maintained appropriate eye-contact and smile in a natural and was not invaded interviewee space.
[bookmark: _Toc365318287][bookmark: _Toc365556785][bookmark: _Toc368306335][bookmark: _Toc368410226][bookmark: _Toc242590888]CHAPTER FOUR
[bookmark: _Toc365318288][bookmark: _Toc365554950][bookmark: _Toc365555676][bookmark: _Toc365556786][bookmark: _Toc368306336][bookmark: _Toc368410227][bookmark: _Toc242590889]4.0	ANALYSIS OF DATA AND DISCUSSION OF FINDINGS

This chapter evaluating data using analytical and logical reasoning to examine each component of the data provided. Data from various sources were gathered, reviewed, and then analyzed to form some sort of finding or conclusion.

[bookmark: _Toc364325241][bookmark: _Toc365318289][bookmark: _Toc365554951][bookmark: _Toc365555677][bookmark: _Toc365556787][bookmark: _Toc368306337][bookmark: _Toc368410228]The estimated population of FINCA employees as of 31st June is 604 with 24 branches over the country. The geographical area covered by the study was contrived in FINCA Tanzania in Dar es Salaam branches which were Temeke, Ilala and Magomeni branch whereby individual employees were involved.

[bookmark: _Toc242590458]Table 4.1: Sex Distribution - 46 Respondents
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Source: Field Data, (2013)

[bookmark: _Toc365318354][bookmark: _Toc365555016][bookmark: _Toc365555742][bookmark: _Toc365556852][bookmark: _Toc368306402][bookmark: _Toc368410293]As per above graph, 47% of employees had satisfied level of job satisfied. Followed by strongly satisfied which was 32%, dissatisfied was 18% and strongly dissatisfied was 4%. Although, the summary overall implies that satisfied level occupied high count, but did not exceed a half of the respondents. Therefore, the level does not sound positive to the company.
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[bookmark: _Toc365318413][bookmark: _Toc365555075][bookmark: _Toc365555801][bookmark: _Toc365556911][bookmark: _Toc368306461][bookmark: _Toc368410352]The Table 4.2 shows how employees see the company in area of effective communication. The overall percentage is 63%. Thus, 37% of the total employees do not see the company render effective communication. The data shows that some of the employee may feel effective communication, but no job satisfaction. This implies that, the company should strategies its communication to enhance job satisfaction.

[bookmark: _Toc365318415][bookmark: _Toc365555077][bookmark: _Toc365555803][bookmark: _Toc365556913][bookmark: _Toc368306463][bookmark: _Toc368410354][bookmark: _Toc364325305][bookmark: _Toc365318416][bookmark: _Toc365555078][bookmark: _Toc365555804][bookmark: _Toc365556914][bookmark: _Toc368306464][bookmark: _Toc368410355]The Table 4.3 shows that zero to five years employees saw communication was improved in year 2012. But, employees more than five with FINCA had 38% of seeing that communication improved in year 2012.  Also, more than a half of the respondents showed acceptance of employees’ voice heard by the Management. However, they still need more effort to innovate effective communication. Good enough is that big number of the respondents agreed that effective communication had an impact to employee job satisfaction.

[bookmark: _Toc242590460]Table 4.3: Employees response on Effective Communication
	 
	 
	Was communication improved in year 2012
	Acceptance of employees' voices
	Need of innovative effective communication
	Does effective communication had an impact to employee job satisfaction

	Year with FINCA
	No. of responders
	No. of Respondents
	%
	No. of Respondents
	%
	No. of Respondents
	%
	No. of Respondents
	%

	0 – 1
	12
	7
	58%
	6
	50%
	10
	83%
	10
	83%

	1.1 - 5
	21
	11
	52%
	15
	71%
	16
	76%
	19
	90%

	5.1 - 10
	13
	5
	38%
	8
	62%
	9
	69%
	11
	85%
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Source: Data from Field Survey, (2013)


[bookmark: _Toc365556915][bookmark: _Toc368306465][bookmark: _Toc368410356][bookmark: _Toc242590890]4.1	Communication Channels
The study indicates that, FINCA Tanzania existing communication channels are formal and informal. The formal one is the use of email, letters, memo, telephone, Friday meetings, workers forum and personal visitations of its Head office Managers. The informal channels of communication are simple glance, smile or signal between people within the organization. Regardless of all use of the existing communication channels its only 59% of employees satisfied with existing communication channels. Thus, the company has to initiate more ways of communication in order to get success without neglecting 41% of employees who also constitute the total employees of the company.
[bookmark: _Toc365556916][bookmark: _Toc368306466][bookmark: _Toc368410357][bookmark: _Toc242590891]4.2	The Content of Messages Delivered
The study shows that, the content of message delivered in FINCA Tanzania has a gap that needs an improvement. This was proved by the almost a half of its employees who did not see improvement in communication message. Furthermore, 76% see a need of establishing possible innovative effective communications that could be applicable to the FINCA Tanzania.

[bookmark: _Toc365556917][bookmark: _Toc368306467][bookmark: _Toc368410358][bookmark: _Toc242590892]4.3	Communication Feedback
Some of the interviewed employees said that the communication sent to branches do not reach the lower level of staff. The information just sent to Regional Manager and Branch Manager of which they don’t share with entire staff. Thus, the company should introduce new possible innovative effective communications as 86% of the respondents see that effective communication feedback had an impact to employee’s job satisfaction. Useful feedback always focuses on a specific behavior, not on a person or their intentions, describes actions or behavior that the individual can do something about. Whether the feedback is positive or constructive, provide the information as closely tied to the event as possible.

[bookmark: _Toc365318417][bookmark: _Toc365556918][bookmark: _Toc368306468][bookmark: _Toc368410359][bookmark: _Toc242590893]4.4	Analysis and Discussion
In a research done by Soonhee Kim which was published online on 17 December 2002 with the title “Participative Management and Job Satisfaction: Lessons for Management Leadership”, the researchers and practitioners in both the public and private sectors agree that participative management improves employees' job satisfaction. Public agencies have also turned to strategic planning to enhance government performance and accountability. This study explores the relationship between participative management in the context of the strategic planning and job satisfaction in local government agencies. The results of multiple regression analysis show that managers' use of a participative management style and employees' perceptions of participative strategic planning processes are positively associated with high levels of job satisfaction. The study also finds that effective supervisory communications in the context of the strategic planning process are positively associated with high levels of job satisfaction. The study suggests that participative management that incorporates effective supervisory communications can enhance employees' job satisfaction. In this regard, organizational leaders in the public sector should emphasize changing organizational culture from the traditional pattern of hierarchical structure to participative management and empowerment.

The above research Kim shows that management has a role to play to enhance job satisfaction. Therefore, the study based on effective communication that included also management level as part of organization to enhance job satisfaction.

[bookmark: _Toc365318419][bookmark: _Toc365555083][bookmark: _Toc365555809][bookmark: _Toc365556919][bookmark: _Toc368306469][bookmark: _Toc368410360]The above context was also proved as the study indicated that employee satisfaction with their jobs is lowest in the less than 29 age group with only 35.7% satisfied. Among employees in the age group 30-39, 47.2% are satisfied; employees in the age group 40-49 scored 43.4% in job satisfaction. Employees in the 50-59 age range scored 46.8% and of those employees age 60 and over, 43.4% are satisfied.

A generation of employees who feel entitled to employee satisfaction has entered the workforce and several generations of employees for whom work never quite fulfilled their dreams, are leaving. And, they are leaving in the worst of economic times which will affect their satisfaction with the rest of the quality of life they experience.
This downward trend in job satisfaction raises concerns about the overall engagement of employees and ultimately employee productivity, retention, creativity, risk-taking, mentoring, and in overall employee motivation and interest in work.

In this environment for employee satisfaction, it is vitally important to know which factors most affect employee satisfaction. The study found that employees identified these five factors as most important: job security, benefits (especially health care) with the importance of retirement benefits rising with the age of the employee, compensation/pay, opportunities to use skills and abilities, and feeling safe in the work environment.

The next five most important factors affecting employee satisfaction were: the employee's relationship with his or her immediate supervisor, management recognition of employee job performance, communication between employees and senior management, the work itself, and autonomy and independence in their job.  All the factors mentioned above will be effective to employee if there will be effective communication that bind them. Without communicating these factors to an employee, they will not add any value since not known and understood by the employee.

[bookmark: _Toc365318420][bookmark: _Toc365555084][bookmark: _Toc365555810][bookmark: _Toc365556920][bookmark: _Toc368306470][bookmark: _Toc368410361]Furthermore, Lawrence R. Wheeless in 2006 did a study with the title “The relationships of communication with supervisor and decision participation to employee job satisfaction”. This study examined the relationship of communication related variables to employee job satisfaction. Specifically, employee communication satisfaction with supervisor, perceived supervisor receptivity to information and ideas, employee participation in decision making, participation versus desired participation level, and job satisfaction with supervisor, coworkers, promotions, pay, and work were studied. The subjects for the study were classified employees (secretaries, clerks, lowest level supervisors, etc) in three administrative units (Controller, Personnel, and Admissions & Records) of a comprehensive Eastern university. The communication related variables accounted collectively for a substantial amount of variance (76%) in employees’ job satisfaction. Moreover, communication satisfaction with supervisor and supervisor receptivity in information were found to be more powerful “predictors”; of job satisfaction than the decision participation variables. The study cast some doubt upon the comparative value of participation as a communication strategy with low‐level employees. Specific guidelines for direct application of results and implications for future research were derived from the study. Lawrence’s study stresses on the relationships of communication with supervisor and decision participation to employee job satisfaction. The study went further to investigate the impact of effective communication on job satisfaction.

In additional, L. Fallowfield did study done in 1999 on Effective communication skills are the key to good cancer care. The study shows that communication within oncology is a core clinical skill but one in which few oncologists or specialist cancer nurses have received much formal training. Inadequate communication may cause much distress for patients and their families, who often want considerably more information than is usually provided. Many patients leave consultations unsure about the diagnosis and prognosis, confused about the meaning of and need for further diagnostic tests, unclear about the management plan and uncertain about the true therapeutic intent of treatment. Additionally, communication difficulties may impede the recruitment of patients to clinical trials, delaying the introduction of efficacious new treatments into clinics. Lack of effective communication between specialists and departments can also cause confusion and a loss of confidence amongst the team. Oncologists themselves acknowledge that insufficient training in communication and management skills is a major factor contributing to their own stress, lack of job satisfaction and emotional burnout. Consequently, over the past few years there have been several initiatives aimed at improving basic communication skills training for healthcare professionals in the cancer field. In this paper, some of the issues that influence communication within an oncology setting, and ultimately affect patient care, are discussed.

Real, as effective communication skills are the key to good cancer care, also effective communication has big impact on job satisfaction. Thus, the study will add value to the hospital attendees who nurse the patients as they will be satisfied with their job. Since they are satisfied with their job, they will provide good care to cancer patients.

According to many of employees interviewed in the study, effective communication is important for company employees especially when it comes to the employee welfare involved in the interaction between employee and Management. However, a culture of "controlled effective communication" also exists in some cases especially in the larger enterprises and is designed to control the major productivity parameters such as service standards, wastage, human resource costs. Smaller businesses, constrained by heavy and unpredictable workloads and limited resources, tend to give their employee more freedom.

Most of the Supervisors feel that their employees have effective communication in their jobs. The difference lies in the extent to which formal methods are used to enhance communication. The larger organizations - especially hotels have more formal consultation systems such as 'tea and scone' sessions and regular meetings where employee and management can discuss ideas and performance.
Decision making in an organization this size is slower. Roll out of information is slower. No getting away from it, so the key is being smarter about how they make and implement decisions.

Supervisors were asked in the interview how they would characterize the level of existing communication and it impact to employee’s job satisfaction. 71% of the supervisor who responded feel that their employees have either satisfied (49%) or dissatisfied (29%) levels of input into workplace organization; only 22% believe their employees have no or very limited level of communication which are strongly satisfied/dissatisfied.

The analysis further revealed that 36 employees out of 46 see the ability of employee and management to communicate effectively is vital to the creation of lower stress workplaces. Hence, build employee’s job satisfaction. Respondents said that stress reduced work output and poor employee performance. Interviewed employees point to the fact that unpleasant and stressful conditions in company workplaces will have a negative influence on service quality, employee productivity and business performance.

72% of the respondents do not see strongly satisfied with effective communication of which they feel that their Supervisors rarely if ever discuss productivity concepts with them. Supervisors do not really encourage employees to give input that will lead them to job satisfaction. Employees are not encouraged to be creative. Rather than, Supervisors just want employees to do what they instruct, just to follow exactly what they are told. Good communication in a team has a significant impact on the efficiency of employee and their job satisfaction. 

Also Michael P. Leiter did a study on Burnout as a Function of Communication Patterns A Study of a Multidisciplinary Mental Health Team. This study explores a model predicting burnout among human service workers in terms of their social involvement with coworkers and their job satisfaction. The model is presented as a step toward recognizing the rich diversity of social contact occurring in health service settings. The results were consistent with expectations that burnout would be higher for workers who communicated extensively regarding work, but maintained relatively few informal, supportive relationships with coworker. The model included job satisfaction in conjunction with the communication variables as predictors of burnout. The results are discussed as having relevance to the development of peer supervision procedures in mental health settings. Methods of clarifying departures from the model are discussed. 

Michael study shows that burnout would be higher for workers who communicated extensively regarding work, but maintained relatively few informal, supportive relationships with coworker. Communication should help not only on regarding work, but rather than make job satisfaction. Therefore, the study will help on job satisfaction to minimize burnout.

The study has shown that there are specific steps Supervisors can take to increase employee job satisfaction dramatically. Taking these steps will lead to a significant improvement in overall job satisfaction. These steps are as follow;

[bookmark: _Toc365318421][bookmark: _Toc365555085][bookmark: _Toc365555811][bookmark: _Toc365556921][bookmark: _Toc368306471][bookmark: _Toc368410362]First, determine Current Employee Satisfaction. The Supervisor has to conduct an employee satisfaction survey and use the survey results to identify the areas where employees are most and least satisfied. Secondly, Supervisor should address concerns about Job Security. Anytime company makes changes (large and small) or engages in a formal survey process, it is important that employees know what are doing to help the business succeed. It is important to use more than one form of communication when delivering important messages, and email is the most common method used. 

[bookmark: _Toc365318422][bookmark: _Toc365555086][bookmark: _Toc365555812][bookmark: _Toc365556922][bookmark: _Toc368306472][bookmark: _Toc368410363]Third, the Supervisor provides developmental opportunities. Personal and professional development is a crucial component for job satisfaction. To increase job satisfaction, the Supervisor should make sure that each employee has a training and development plan that is updated on an annual basis. Fourth, provide opportunities for employee involvement. Use employee empowerment and involvement to solicit employee ideas and to engage employees. It is important to consider the degree of employee involvement in all of the suggestions provided here. While some areas such as strategic planning may not require employee involvement to be effective (particularly in larger organizations), in other areas it lends a degree of credibility and can increase buy-in and job satisfaction. There are many ways to go about increasing employee involvement and empowerment.

[bookmark: _Toc365318423][bookmark: _Toc365555087][bookmark: _Toc365555813][bookmark: _Toc365556923][bookmark: _Toc368306473][bookmark: _Toc368410364]Fifth, the Supervisor should have ongoing feedback and recognition. Another key to increasing job satisfaction is by providing employees with ongoing feedback and recognition. Developmental feedback and recognition are both important developmental feedback helps employees make corrections to their behavior and recognition or positive feedback provides recognition and supports positive affect. Feedback should be delivered continuously as the Supervisor observes employee behaviors, rather than during those feared yearly performance reviews and should always be straight and to-the-point. Lastly, the Supervisor should handle regular meetings to keep employees informed. Employee satisfaction is positively affected when organizations provide clear communication regarding organizational change, direction, and strategy to employees. All-hands meetings provide a great forum for top-down communications, and also provide other distinct advantages such as a space for employees from different functional departments or teams to interact, which may lead to increased knowledge and information sharing and cross-functional networking, ensures that high-level messages are heard in the same way by all employees, it also provides the structure for leaders to gauge reactions and listen to employee ideas.



[bookmark: _Toc368410365][bookmark: _Toc242590894]
CHAPTER FIVE
[bookmark: _Toc365318425][bookmark: _Toc365556925][bookmark: _Toc368306475][bookmark: _Toc368410366][bookmark: _Toc242590895]5.0	SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATION
[bookmark: _Toc368306476][bookmark: _Toc368410367]
[bookmark: _Toc242590896]5.1	Introduction
In this final chapter the research process is concluded. The researcher described how the research problem is resolved through ways that the researcher's findings laid out in chapter 4 answer the research questions. It is in this chapter that the contributions to knowledge, in the realm of theory, are fully developed and described. This chapter also contains summary of the findings, implications of the results, conclusions, recommendation, limitations of the study and finally areas for further/future research

[bookmark: _Toc368306477][bookmark: _Toc368410368][bookmark: _Toc242590897]5.2	Summary of the Findings
The researcher provided summary of the findings that will rely more on the specific objectives as follows;

[bookmark: _Toc368306478][bookmark: _Toc368410369]5.2.1	The Communication Channels and its Impact to Employee’s Job Satisfaction
The study indicates that, FINCA Tanzania existing communication channels are formal and informal. The formal one is the use of email, letters, memo, telephone, Friday meetings, workers forum and personal visitations of its Head office Managers. The informal channels of communication are simple glance, smile or signal between people within the organization. Regardless of all use of the existing communication channels its only 59% of employees satisfied with existing communication channels. Thus, the company has to initiate more ways of communication in order to get success without neglecting 41% of employees who also constitute the total employees of the company.

[bookmark: _Toc368306479][bookmark: _Toc368410370]5.2.2	The Content of Messages Delivered and its Impact to Employee’s Job Satisfaction
The study shows that, the content of message delivered in FINCA Tanzania has a gap that needs an improvement. This was proved by the almost a half of its employees who did not see improvement in communication message. Furthermore, 76% see a need of establishing possible innovative effective communications that could be applicable to the FINCA Tanzania

[bookmark: _Toc368306480][bookmark: _Toc368410371]5.2.3	The Impact of Feedback to Employee’s Job Satisfaction in FINCA Tanzania
Some of the interviewed employees said that the communication sent to branches do not reach the lower level of staff. The information just sent to Regional Manager and Branch Manager of which they don’t share with entire staff. Thus, the company should introduce new possible innovative effective communications as 86% of the respondents see that effective communication feedback had an impact to employee’s job satisfaction. Useful feedback always focuses on a specific behavior, not on a person or their intentions, describes actions or behavior that the individual can do something about. Whether the feedback is positive or constructive, provide the information as closely tied to the event as possible.

[bookmark: _Toc368306481][bookmark: _Toc368410372][bookmark: _Toc242590898]5.3	Implications of the Results
The study results provided the implications to the following group;
[bookmark: _Toc368306482][bookmark: _Toc368410373]5.3.1	Implication to the Policy Makers
The study helped the policy makers to establish managerial control, gather information for planning and develop strategies to achieve goals Communication between researchers and policymakers are keys to achieving policy impact. The impact of research on policy is not a linear process whereby researchers produce their publications and – at some point and through some unspecified process – policy-makers become aware of relevant research findings and adjust their policies accordingly. With effective communication between researchers and policy-makers thought to be key to achieving policy impact. It is self-evident that finding ways to improve communication between researchers and policy-makers is likely to increase the chances that the latter will at least consider the implications of recent research findings when making important policy decisions.
 
[bookmark: _Toc368306483][bookmark: _Toc368410374]5.3.2	Implication to the Financial Industry
The extensive interdependence among participants requires better coordination in identifying best practices and sharing information. I trust that these coordination efforts will include the development of a plan for coordinated testing of backup sites by firms across the financial sector. 

Technology and more specifically Information and Communication Technology (ICT) are one of the resources needed in the banking sector for effective management. It has significantly improved the ability of the manager to monitor individual or team performance and it has allowed employees to have more complete information to make faster decisions.
[bookmark: _Toc368306484][bookmark: _Toc368410375]5.3.3	Implication to the Academics
Effective communication is a continuous and significant task for academic advisors. Advisors work with students on everything from finding open classes, to career planning, to life issues and must do so within the context of numerous policies/procedures and curriculum requirements. The method by which advisors communicate with others is influenced by the way information is perceived and processed, which can occurs multiple ways or dimensions. The combination of learning is also known as learning style. When advisors can determine their own dominant dimensions of learning, communicating can improve considerably with advisees. 

Reference librarians are the image makers for the library and the link between the library, library resources, and library patrons. They are the individuals to ask when a patron does not know who to ask, or need to look for specific information and do not know where to begin. The reference librarian interprets information sources to library users and how to explore them.

Relationships thrive on the maintenance of a good communication link between the parties involved, the reference librarian is expected to be a good communicator who links library users to the resources of their choice. 

Communication skills are critical to landing a job, receiving a promotion and performing effectively in the workplace. Skill in interpersonal communication is one of the factors that distinguish a reference librarian. Interpersonal communication in reference services facilitates understanding of users’ queries and enhances articulation of answers to users’ inquiries.
[bookmark: _Toc365318426][bookmark: _Toc365556926][bookmark: _Toc368306485][bookmark: _Toc368410376][bookmark: _Toc242590899] 5.4	Conclusions
The study indicates that a half of the employees saw an improvement in term of communication in year 2012. Meanwhile 76% need of an extra effort for innovative effective communication. Even if employees do not direct agree with the communication channels in FINCA Tanzania, but they see an impact of effective communication toward employee job satisfaction. This implies that the greatest impact on employee job satisfaction is the ability to communicate effectively the right message with others in the company. By improving feedback communications skills at work will increase employee’s ability to achieve success.

This quantitative and qualitative study examined effective communication and its impact on employees’ job. Strong managerial communication skills and interactions are essential leadership behaviors, yet despite an explosion in communication mechanisms available, employees have continued to experience increased separation from management because of ineffective communication practices. 

The failure to communicate effectively impacts interaction, listening, and speaking sufficiently and effectively with the workforce, which in turns impacts the organization negatively. In an organization with a long-term service workforce, researchers have reported that older employees, in age as well as service to the organization, generally expressed less satisfaction with their work environment and career.

Most of the organizations do not understand that communication is a dynamic process and involves complex communication techniques, networks and channels. It does not involve only upward and downward communication, but managers and employees communicate with each other in various ways at different levels. 

Employees need to understand and coordinate their work activities; but if information is poorly communicated to them or they lack to communicate themselves, they cannot understand the task which leads to the confusion and to the job not being done or not completed properly. Therefore, poor communication decreases their satisfaction with the work. As people work together they develop some important formal and informal relationships with each other. All people are of different personalities and natures, their thinking, perception, and view points are also different.

[bookmark: _Toc365318427][bookmark: _Toc365556927][bookmark: _Toc368306486][bookmark: _Toc368410377][bookmark: _Toc242590900]5.5	Recommendations
Following the study on Effective Communication and Its Impacts on Employee’s Job Satisfaction, the following are the recommendations;

[bookmark: _Toc365556928][bookmark: _Toc368306487][bookmark: _Toc368410378]5.5.1	Lack of Proper of Communication Channels
To establish possible innovative effective communication channels that could enhance employee’s job satisfaction by the company develop the ability to listen to what employees are not saying and dig through that to get to the truth, giving positive/negative feedback and so forth. In the every Friday meeting, the all weekly communication from head office should be an agenda.

[bookmark: _Toc365556929][bookmark: _Toc368306488][bookmark: _Toc368410379]5.5.2 The Content of Delivered Messages is not Sufficiency/Comprehensive
The company should make feedback strategy that will enable all employees get and involved in company information timely, specific and frequent. The strategy should advocate constructive feedback that alert an individual to an area in which his performance could improve and should always be directed to the action, not the person.

[bookmark: _Toc365556930][bookmark: _Toc368306489][bookmark: _Toc368410380]5.5.3	Lack of Employee’s Awareness on Company Business that Causes Employee Job Dissatisfaction
FINCA should conduct an employee satisfaction survey and use the survey results to identify the areas where employees are most and least satisfied. It is important to use a survey developed by experts to ensure that the results are reliable. For instance a validated survey multiple dimensions which are measured by relevant questions and free from biases like leading questions.

Anytime the company makes changes (large and small) or engages in a formal survey process, it is important that the FINCA let employees know that what the company doing to help the business succeed. This message should be delivered clearly and consistently to employees. 

[bookmark: _Toc365556931][bookmark: _Toc368306490][bookmark: _Toc368410381]5.5.4	Job Insecurity that Leads to Employee’s Job Dissatisfaction
The company should address job security. When job security concerns are not addressed, an organization runs the risk that the communications void will be filled by rumors, concerns, or fears. This could result in decreased satisfaction and increased resistance.

[bookmark: _Toc368306491][bookmark: _Toc368410382][bookmark: _Toc242590901]5.6	Limitations of the Study
One limitation of this study was that participants predicted its nature and biased the results. Subjects recognized the primary and secondary communication styles used in an organization. Also, the short time period of survey administration had negative effect on the study. Time was a negative factor because attitudes and conditions of the work environment can change quickly. Because of the time constraints, external factors, such as variables, were skewed. The last limitation in the study was the willingness of individuals in the organization to respond honestly.

[bookmark: _Toc365318428][bookmark: _Toc365556932][bookmark: _Toc368306492][bookmark: _Toc368410383][bookmark: _Toc242590902]5.7 Further Studies
Investigation of other attribute that constitute employee’s job satisfaction would be helpful and provide testable variables. The study revealed also job insecurity of which some of employees were speaking on it as one of the factor affect employee’s job satisfaction. Thus, more study may be done on “Job insecurity and its impact to Job Satisfaction”. 




[bookmark: _Toc365556933][bookmark: _Toc368306493][bookmark: _Toc368410384][bookmark: _Toc242590903]
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Introduction
Dear all 
My name is Samson Gesogwe; currently I am in the process of writing my dissertation for the completion of a Masters degree in Human Resource Management under the auspices of the Faculty of Business Management (FBM) at the Open University of Tanzania (OUT). The purpose of this questionnaire is to investigate the effective Communication with its impact on job satisfaction. Case study on FINCA Tanzania.
It will be appreciated if you could answer all the questions in the attached questionnaire. The questions focus on the assessing to what extent the effective Communication has an impact on job satisfaction. 
Furthermore by not placing your name on the questionnaire your responses are kept anonymous and no one will be able to identify you as a respondent in this study. In addition to that, data collected and information gained in this study will be exclusively used for the purpose of the aforementioned academic work.

You’re sincerely 
 
Samson Gesogwe 
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Part One: Personal Particulars
Instructions: (Tick the appropriate answer /fill the blanks were necessary)
1. Branch______________________________________
2. Gender
(i)  Male   	 (	) 	(ii) Female	(	)
3. What is your position ___________________________________________     
4. For how long have you been with FINCA Tanzania? __________________
5. Please indicate your highest qualification   
 (i)  Form four            	    (     )          (ii) Form six                  (           )
(iii) Certificate or Diploma (     )	         (iv) Bachelor’s degree	(	) 
(v) Master’s degree 	   (     )	         (vi) Doctorate		(	)
(vii) Others specify_________________________________________________
6. What is your age group?
(i)  20-29 		(	) 	(ii) 30-39		(	)
(iii) 40-49	           (            )           (iv) 50-59 		(	)
(v)  60+ 		(	)

7. How long have you worked in your current position?
(i)   Less than 1 year 	(	) 	(ii) 1 - 5 years 		(	) 	
(iii) 6 -10 years 		(	)	(iv) 11 - 15 years 	(	) 
(v)  16-19 years		(	)           (vi) 20+ years              (           )
		Select the level that best represents your overall job satisfaction for each item
 below: 

		
	Strongly Satisfied
	Satisfied
	Dissatisfied
	Strongly Dissatisfied
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Autonomy
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	Climate/Work Conditions
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	Communication
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	Performing Meaningful Work
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	Relationships (Supervisor/Colleague)
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	Stress/Work Pressure & Burnout
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Support (Supervisor/Colleague)
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	Work Schedule
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	2. AUTONOMY: 

	

		
	Strongly 
Agree
	Agree
	Disagree
	Strongly Disagree

	My position allows me to make independent decisions.
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	I choose how to perform my work.
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	The majority of my position requires routine tasks.
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	I am rewarded for innovative approaches to improve patient care
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	3. CLIMATE/WORK CONDITIONS: 

	

		
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	My work conditions are acceptable.
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	I have adequate supplies/equipment necessary to complete my job.
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	I have adequate employee space (lockers, changing rooms, lounge).
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	My work environment is pleasant
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	4. Communication: 

	

		
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	I know what is expected of me and my job.
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	I have clear information about how I am to do my job.
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	I feel comfortable with what I am asked to do in meeting my job expectations.
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	My supervisor and I
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	5. MEANINGFUL WORK: 

	

		
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	My employer values my work.
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	Generational differences are recognized, respected and celebrated.
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	I receive feedback that my work contributes to the overall success of the company.
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	I receive feedback
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	6. SUPPORT/RELATIONSHIPS: 

	

		
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	My supervisor takes personal interest in me.
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	My supervisor listens to me.
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	My supervisor "stands up" for me.
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	My supervisor supports my professional development.
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	I have a close friend at work.
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	7. STRESS, WORK PRESSURE & BURNOUT: 

	

		
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree

	My workload is manageable.
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	My position is dominated by time sensitive urgent tasks.
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	My position involves a high degree of pressure.
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	My work assignment changes regularly.
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	I have sufficient time to
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do my job






				


















































Open ended Questions (Please share comments):
(a) How does effective communication make your job satisfying?
_____________________________________________________________________________________________________________________________________________________________________________________________
What are the existing communication systems in FINCA Tanzania?
_____________________________________________________________________________________________________________________________________________________________________________________________

(b)	What is the level of effectiveness of these existing communication systems in FINCA Tanzania?
_____________________________________________________________________________________________________________________________________________________________________________________________

What are possible innovative effective communications that could be applicable to the FINCA Tanzania?
_____________________________________________________________________________________________________________________________________________________________________________________________

Write YES or NO in the following questions
1. Was communication between employees and management level improved in 2012? _________________________________________________________

2. Do you think that management allow and accept employees’ voice? ______________________________________________________________

3. Are there some efforts to be done as possible innovative effective communications that could increase communication among staffs? _____________________________________________________________
4. Does effective communication have an impact to employee’s job satisfaction? ______________________________________________________________

5. Is there system in place that motivates communication in your organization? ______________________________________________________________
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