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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	1. Give short answers to the following questions: 

I. What is internal communication about?

Internal communications (IC) is the function responsible for effective communications among participants within an organization. The scope of the function varies by organization and practitioner, from producing and delivering messages and campaigns on behalf of management, to facilitating two-way dialogue and developing the communication skills of the organization's participants.
Modern understanding of internal communications is a field of its own and draws on the theory and practice of related professions, not least journalism, knowledge management, public relations (e.g., media relations), marketing and human resources, as well as wider organizational studies, communication theory, social psychology, sociology and political science.
According to Strauss and Hoffmann (2000), internal communication can also be viewed as “the planned use of communication activities to influence the knowledge, attitude and behaviours of employees”.

Internal communication may exist on its own or as part of another division like Human Resources (HR). An individual may be appointed to carry out the function of internal communication or there may be a team involved who report to the chief operative or the head of the department respectively. A recent study of some 115 internal communications practitioners in North America, the UK and the EU shows that about 33% of them reported to PR (corporate communications) and 35% of internal communications personnel reported to the HR. Most non-UK based professionals have 24% of practitioner reporting to the CEO and 26% to the board Chair, compared to UK’s statistics of 21% and 9%, respectively.

II. What is the role of internal communication in an organization?

Organisations which used a two-way communication system for internal communication tend to enjoy an “open, trusting, and credible” relationship with their employees, according to Grunig (Grunig, 1992). 
Corporate communication departments place strong emphasis on employee communication because they regard them as a major contributory factor to enhancing the overall image of the organisation in the eyes of the public. Now that we have established the importance of internal communication to enhancing the reputation of organisations, we need to be made aware of who becomes responsible for rolling out internal communication strategies. Who takes charge of internal communication activities will differ for one organisation to the next depending on the nature of the organisation.
There are a number of reasons why organizations should be concerned with internal communication. Employees are the heart and soul of an organization, thus it’s critical to pay attention to their needs. An engaged and committed employee work force increases and drives business results. Employee engagement encourages higher employee performance, results in lower turnover and offers competitive advantage. Even in a difficult economy, companies need to inspire and retain high performers. Effective internal communications is commonly understood by practitioners to improve employee engagement and therefore to add significant value to organizations on metrics from productivity to customer research.
As noted in Quirke (2008)"Traditionally, internal communications has focused on the announcement of management conclusions and the packaging of management thinking into messages for mass distribution to the 'troops”. Research indicates a limit to the value of this 'broadcasting’ model of IC. Without feedback loops and harnessing the active involvement and mediation skills of frontline supervisors or team leaders, broadcasting tends to be more effective at influencing senior and middle managers than frontline employees.
Internal communication is a pivotal component of communication practices in the sense that it: 
· Responds to issue and crisis 
· Promotes brand values to customers 
· Manages relationship with all stakeholders, such as employees, shareholders and communities 

III. How would you differentiate between the strategic and technical internal communication activities?

Smaller organisations tend to combine internal and external communication. In these small organisations, the roles of strategic manager and technician often merge or overlap. However, large organisations have more clearly defined roles for the strategic manager and the technician. 
An example of the  Strategic and technical internal communication activities (source: based on Kernaghan, et al., 2001)

	Strategic Internal Communication Roles
	Technical Internal Communication Roles

	· Facilitating feedback
· Raising awareness of business issues and priorities
· Supporting major change programmes
· Communication messages from top management
· Employee motivation
· Enhancing managers communication skills
· Raising/maintaining the internal credibility of the team
· Communication the business mission/vision/values
	· In house journal or magazine
· Intranet
· E-zines/e-newsletter
· Briefing groups
· Notice boards
· Employee annual report
· Management journal/magazine




Factors which affect organisations and employees leading to deploying strategic internal communication can be categorised on the basis of PEST Analysis. Below, we will elaborate more on the PEST Analysis. 
Pest breaks down as Political, Economic, Social and Technological. 

IV. How can employees be segmented within an organization?

Employees are not a single group of workers who share the same views. They are rather quite diverse. 
Employees may be categorised according to:

· Demographics – age, gender, income, and educational/skill level 
· Psychographics – personality, attitudes, values, and behaviors 
· staff groups – top management (or the board), senior/middle managers, frontline employees, supervisors and junior managers, specialist professional employees, overseas employees, and pensioners 
· Contract with the organization – full - time, part – time, and temporary 
· Geographical location – head office, regional office, and manufacturing plant. 


Organisations tend to classify employees based on their attitudes in relation the psychological contract between them. Some employees are classified as “unguided missiles” which made up of people who do not understand the directional trajectory of the company’s strategy. About 50% of employees fall into this category and are unaware of the strategy of the company. These are often people who deal directly with customers (frontline staff). What they may perceive as the strategy of the organisation has nothing to do with current strategies.

Team briefing and communication with line managers are the two most important sources of information for employees. There are other sources which are rooted in the informal dimension of the organisation which we will also examine shortly. So what is team briefing? Well, team briefing is communication between the line manager and his team of worker which occurs on a regular basis. The two parties exchange information about policies as well as discussing daily issues affecting their work.

V. Outline the basic communication needs of employees in an origination.

According to Roger D’Aprix, the basic communication needs of the employee need to be satisfied. Employees need answers to questions about their individual situations before they even consider questions relating to team work. So questions concerning each individual must always be answered first before dealing with team-related questions.
Even though there may be difficulty in communication with employees, it is important to strive to establish a channel to communicate with them because they have communication needs. In the event of a crisis, it is even more important to bring the employees on-board by frequently updating and making them feel they part of the process to finding a lasting solution to the crisis.

Basic communication needs of employees include the following: 
· General information about the organization 
· Specific information to help them to do their jobs 
· Clarity about their roles 
· A clear company/organizational vision 
· Information on workplace practices 
· Opportunities to be involved and consulted 
· Feedback on performance 
· Access to training and development 
· Access to communication channels


VI. Define the term, ‘Ethical Communication’

Ethical communication is fundamental to thoughtful decision-making and responsible thinking. It is about developing and nurturing relationships and building communities within and across contexts, cultures, channels and media. Ethical communication is also accepting responsibility for the messages you convey to others and the short-term or long-term consequences of your communication. Whether you are talking to a close friend or addressing the workforce in an all-staff meeting, your message must be truthful and consistent with your value system. Misleading your listeners and delivering a message that is clandestine or not truthful is the antithesis of ethical communication. 
The main controversy, according to Mudie (2000), is how organisations view their employee; whether as a tool to accomplish their goals of promoting their goods and services or whether as valuable partners whose values must be respected.
Furthermore, ethical communication might extend to the medium or even the language you choose for delivering your message. Using a medium that limits the audience or delivering a message in a language that your audience does not fully understand, limits how your message is received and perceived. For example, if you are speaking to an audience of primarily deaf or hearing-impaired employees, ethical communication requires having a sign-language interpreter.
2. Describe the various internal communication channels and their role within the organization

Internal communication is best undertaken via face-to-face communication with the advantage of interactivity and instant feedback between the sender and the receiver. In the UK, less than 48% of all employees are reported to rely on their boss as the trusted channel for receiving information. The second type of channel used by employees is team briefing which was made up of 43% of employees. It was, however, noticed that employees in general did not trust staff magazines for internal communication. But table 9.6 below shows that there is a stronger preference for written channels. 
Surveys on staff attitudes using magazines, newsletters, interviews or briefing system are used to measure and evaluate how effective communication has been. Evaluation tends to focus more on specific communication channel than on the objectives mentioned above. The difficulty of evaluating internal communication concerns evaluating issues that are out of the control of internal communication and factors such as leadership, line management and strategic approach.
Some examples of the internal communication channels and their roles are (source: adapted from Kernaghan et al. 2001) :

	Channel
	Description
	Purpose
	Direction of Communication Flow

	House Journal/ Magazines
	Employee Publication
	Communicate management messages and business news
	Usually downwards best ones engage employees 

	Intranet
	Web based information – restricted on internal use
	Variable. Can be depository for documents or an email function for external communication
	Pull Medium – employees have to select what they would like to find out about

	E-zines/Newsletter
	Mass media distributed via intranet and email
	Similar to in house journals but with the emphasis on the reader being able to gain more accessibility and access to business news
	Downwards but there is a provision for feedback

	Management Conferences
	
Face to face medium can range from conference or workshops from CEO addressing all staff
	Transmission of key business messages through to role playing and participation
	Usually downwards although could involve interactive workshops

	Briefing Groups
	Face to face medium generally no more than an hour which can sometimes involve question and answer sessions
	Provides updates from different levels of the organization. This is a good way to gain responses and input from staff
	Variable

	Notice Boards
	Traditional medium found in corridors, staff rooms and meting areas. Can be updated as regularly as required
	Way for announcing events, statement and value statements
	Downwards
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