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Abstract

The study aims to examine effective communication in the organization. As
organization itself is compose of a social collectivity, coordinating activities,
structure, environmental embededness, and organizational goals. In order to reach the
organizational goals the heart of this is an effective communication. The purpose of
this research is to improve communication process in Pacific Pipe Co., Ltd., and also
to determine the relationship between respondents' demographic profiles and
perception influencing factor and The research methodologies state of effective

-

communication.

Sources of data gathered were communication process theories, perception
process theories and effective communication theories. The questionnaire was an
instrument. The questions were set up to comply with respondent's demographic
profile independent variables of communication process, perception process and
dependent variables of effective communication. Total enumeration was the sampling
procedure with 100 respondents representing the total population. Data analysis was
done through Statistical Package for Social Sciences(SPSS) by Descriptive Statistic
of Frequency Distribution,

Chi-square, and Pearson Correlation.

The finding showed that there were significant relationship between
respondents' demographic profile and communication process in terms of work place
and channel, educational level and channel, educational level and encoding, year of
service and channel, year of service and encoding, year of service and message, year

ii

of service and decoding, income and decoding. There was no significant relationship
between respondents' demographic profile and perception process.
significant

relationship

between

communication

process

and

There was
effective

communication. There was no significant relationship between perception process
and effective communication. The practical recommendation were made including
the suggestion of training programs. As these programs would be enable to assist the
employees to bring their perception process to connect with their communication
process in order to gain accurate information concerning the organizational
communication.
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Chapter 1

Generalities of the Study

1.1.

Introduction of the Study

We have entered into the new millennium, and everybody faces the new wave
of development of 21st century.

Communication is one of the major areas of

development in this era.
Communication is crucial to mankind from the ancient world to the future
world since mankind is a social creature. Technological development of the world
communications network has triggered the changes in both creative and destructive
ways. At the speed of thoughts the people in different parts of the world are able to
share the same information at the same time via the advanced information
technological networks that unite the whole world.
The information superhighway of the non-border world affects mankind in
many aspects such as culture, environment, economy, politics, and international trade.
Examples of the world events like the reunification of Germany with the tearing of the
Berlin Wall, the opening country to the world of the Republic of China, the
government mechanism over Hong Kong when ruled by Republic of China, the
ongoing discussion between North and South Korea in mid 2000 had reflected such
changes.

Besides the above mentioned, communication also implement cooperation of
the world's sciences : medical, phannacology, and space projects. On March 23,
200 I we had already seen the important roles of effective communication of the
controlling of the remnants of the Russian space station Mir which made it's descent
into the earth over the South Pacific nation of Fiji.
In the worldwide business arena, communication plays an important role that

encourages development and changes of many organiz.ations from isolation to
alliance.

Some airlines companies and automobile industries have chosen their

strategic alliances. The merger examples of well known companies are Chrysler and
Mercedes, Ford Auto and Mazda, pharmaceutical companies Warner Lambert and
Pfizer.

These organiz.ations have to find the superlative tools to develop their

worldwide organiz.ations in order to be better and survive in the world's business.
Effective communication is one of the best tools that leads the organiz.ations to
achievements of win-win strategy.

National Reality

Thailand is basically an agricultural country. However, the Thai government
and Economic graph private sectors are developing from an agricultural country
towards an industrialized country by applying communication as an important tool to
support Thai exporters in many ways. Besides, the government had issued laws such
as Duty Refund under Section 19 BIS (Duty refund of imported raw materials to
produce as finish products for exporting), Manufacturing bonded Warehouse, Export
Processing Zone, to help promote export business. Even though the government has
endeavored to develop both : agricultural and industrials parts, it is still doubtful of
the direction it wants to take. Thailand was one of the Asian countries dominantly
2

affected by the 1997 financial crisis which eventually spread across Asia causing
both the downfall of many companies, organizations and businesses, and the rise of
the number of unemployed people.
At that time everyone looked to themselves and kept asking the question,
"how could we survive?". Every private sector and the government sector tried to
find the best and safe ways to survive. The top hit procedures had been brought up
for example : work replacement, reengineering and downsizing, in order to escape
from the terrible monsoon of the economy. All of these procedures have to use
communication to deliver news to their people.
The economy and environment are like Seas and Oceans.

As the oceans

fluctuate, so do the economy and environment, therefore, people have to be aware of
every fluctuation which will effect them and their organizations. Everyone has to
realize and know how to control and develop one's role via communication in order to
be strong enough to face the changing conditions. The private and the government
sectors have joined forces using the effective communication as an important key to
develop Thai people and the Thai nation to be in better state than they were during the
economic crisis.

1.2 Overview I History of the organization

In Thailand, there are many steel pipes manufacturers. Pacific Pipe Co.,Ltd.
(hereafter called PAC Co. Ltd.) is one of these manufacturers. PAC Co., Ltd.
produces round black steel pipes and galvanized steel pipes, which conform to
International Standard such as: ASTM standard (American Society for Testing and
Materials), BS standard (British Standard), JIS standard (Japanese Industrial
Standard) at the sizes of 1/2 inch to 8 inches, including the Hollow Sections e.g.:
3

Rectangular Tubes and Square Tubes. PAC Co., Ltd. serves both domestic and export
markets.
The operation of PAC Co., Ltd. are divided into three locations : the first is
Head Office located in Prapradaeng, Samuthprakan Province, where all kinds of pipes
and tubes are produced. The second plant is the galvanizing plant located in Mahachai
Samuthsakron Province, and the third location is Accounting & Financial Department ·
and Export Department located in Bangkok at Lumpini Tower.

The company is

100% privately owned by Thai family. The family members are top management.
There are 3 departments and 19 sub departments. At PAC Co., Ltd. there are no
foreign employees. The company's structure is based on functional structure which
emphasis's centralization according to total control by family's management. The
communication is base on downward communication style.
There are approximately 300 employees who are working at PAC, which can
be divided into 2 parts : front-line staffs who are under Marketing Department, and
black line staffs, who are a supporting teams, which compose of Production
Department, Accounting and Financial Department etc.
The educational background of the employees, could be divided into 3 levels:
primary school (58.92%), college (19.50%) and Bachelor's Degree (13.50%), and
above Bachelor's Degree (0.005%). Most of the employees have been working with
PAC Co., Ltd for more than 3 years.

1.3 Statement of situational problem

The result of a diagnosis of the organization suggest that there is problem on
communication. PAC Co., Ltd. is facing with discrepancies, or missing information
from management to their operating teams. Due to the organizational communication
4

process is moved through various part of the company. Hence, the information does
not reach individuals and groups, which need it for their works.
This communication problem has led to an increasing in operating cost, and
obstructed the organizational enlargement.

1.4 Research Objective

One of the most important tools of the world's businesses are communication.
Communication's roles in an organization are to synchronize activities with
coworkers, receiving orders from Management, boss, supervisors, giving instructions
to subordinates, coordinating with other departments of the organization, creating
relationships with others both internal and external of the organization, persuading
customers and others etc. Hence, the Effective communication is a key factor that
will lead to a healthy, successful and prosperity to the organization in order to
compete in the world-wide markets of the millennium era.
The study is to improve the communication in this organization to be an
effective communication. The objective of this research are as follows:
To analyze the critical factors for effective organizational communication.
To examine the relationship between communication/perception processes
factors influencing respondents' perception.
To determine the relationship between respondents' demographic profiles
and communication process/ perception process influencing factors and
state of effective communication.

5

1.5 Statement of the research problem

The purpose of this research is to improve communication process in PAC
Co., Ltd. and also to determine the relationship between respondents' demographic
profiles and perception influencing factor and state of effective communication.
There are some interesting questions to be answered by this research as follows:

Question 1 :

What are the Demographic Profile of respondents' in terms of:
1. Gender
2.Age

'"ER /'fy

3. Educational Level

()~

4. Position
5. Year of Service

-....

l::lt

6. Income
Question 2:

~
'J='

What are the perception of respondents on the communication

process and Perception process in terms of
- Channel
- encoding
- Messages
- Decoding
- Noise
- Feedback
- Perception : - Occurrence of Sensory Stimulation
- Organization of Sensory Stimulation
- Interpretation and Evaluation of Sensory Stimulation
6

Question3 : What are the perception of respondents on effectiveness of
communication in PAC Co., Ltd. in term of understanding, pleasure, persuasion,
improved relationship and desired action ?
Question 4:

What is the relationship between respondents' demographic profile and

communication process I perception process?

1.6 Scope of Research

The research is focus on the effective communication in the organization. The
study will focus on communication Process/perception process of respondents that
will assist and improve the communication within organization.

1.6.1 Scope of respondents

This study will focus on PAC Co., Ltd. 's Staff at only three main levels in the
organization : upper level, middle level, and lower level.

1.6.2 Scope of area

The area of this study is focus on three locations of Pacific Pipe Co., Ltd.

7

1. 7 Limitation of the Research

The research limitations are
1. The competency of respondents who are mostly blue collars (more than
eighty percent) workers at plant sites, they have low education, therefore
they might not be used to answer the questionnaire
2. The respondents may not provide true answers because they may concern
about their security status, as their answers are to be shown to the
management.
3. The research's questionnaires must be translated from English into Thai,
after the study the results have to be translated back into English again.
Hence, it might cause a discrepancy in languages.

1.8 Significance of the study

The benefits and usefulness of the study are as follows :
1. To provide for top management on feedback of employees' communication

process, and perception towards organization.
2. To remind the top management to look backward on the way to
communicate with their employees in order to make them understand the
intended meaning in same way of top management for a rapid of
organizational movement according to the fluctuated of external
economies and environment.
3. To develop recommendation that would be useful for Pacific Pipe Co.,
Ltd's management team to improve in organizational communication.

8

1.9 Definition of Terms

Channel : is route which convey a messages, as it goes between the sender and
Receiver ( Hybels and. Weaver II ,1989)
- is the method used to convey meaning among human. The type of channel used
depends on the message and the approach used to exchange ideas. There are various of
channels ex : face-to-face, written, e-mail voice mail

etc. (Smeltzer, and

Leonard, 1994)

,..

- is the method used to deliver a message (Adler, Ronald B. and Elmhorst, Janne
Marquardt ,1999).

Communication: -The exchange of information using a shared set symbols.
(Wright, Noe (1996)
Decoding: - is the process that receivers go through to make sense of the messages
the receive (O'Hair, et.al, 1995).
Diagnosis: - is the process of assessing the functioning of the organization,
department, or job to discover sources of problem and areas for improvement.
(Cumming and Worley, 1975)
Effective Communication :- Communication is effective when the sender and the
receiver achieve a common meaning. (Bartol and Martin ,1994))
Encoding: - the process of human choose the best symbols to represent their
thoughts and feeling, which are the greatest chance of being understand by person
receiving the message ex: symbols in fact-to-face, words, voice, gesture etc. (
Smeltzer and Leonard,1994)
is the method that sender choose to send message, (Adler and Elmborst, 1999)
Feedback: - is the process of checking understand the correct meaning of
interpretation between the sender and receiver (Smeltzer, and Leonard, 1999).
9

is process to clarify confusing of messages (Adler, and Elmhorst, 1999)
Noise: - is interference which keeps a message from being understand or accurately
interpretation. ( Hybels and Weaver ,1989)
Meaning : our mental recognition of what is represented, referred to, intended or
described : our response to symbols. (Williams , 1984)
Message : a symbol or collection of symbols initiated by a source and capable of
interpretation by a receiver or receivers - for example spoken words ~ a newspaper
(Williams ,1984)
Medium : anything capable of storing or transmitting symbols - for example, the air
(as in speech), paper, a telegraph wire, the broadcast wave (Williams ,1984)
Process : a series of event, a sequence ~ something that is ongoing, dynamic
(Williams ,1984)
Symbol : something that represents ideas., objects, events, or feeling, but that itself
has no physical relation to what it represents. (Williams ,1984)

IO
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Chapter 2

Review of Literature and Related Studies

In the world of business people have to play their roles in various types such
as em\)lQ~ees, em\)lQ~et:s, clients, consumets, membet:s etc. ln this \)O\nt of view the'j
are supported by an in engage of organizational communication. As employees their
communication ranges from tied to synchronize activities with their coworkers,
receiving their orders from their boss giving instructions to their subordinates,
coordinating with others organizations, contacting with clients, etc.
organization effective communication.

To study an

There are many authors explain of

organization and communication including the sustention of organizational
communication.

Scott (1964) states that "organizations are collectivities established for the
pursuit of relatively specific objectives on a more or less continuos basis"((P488)
Katherine Miller (1995): Organizational Communication Approaches and Processes
P.5)

Pfeffer and Salanick ( 1978) state that "one view of organizations probably the
predominate one conceives of organizations as rational instruments for achieving
some goal or set of goals" ((P.23) Katherine Miller (1995): Organizational
Communication Approaches and Processes P.5)
11

St.

G~:.bi- iel's

Library, Au

Weich (1979) mentions the term organization "for the term organization,
arguing that a useful conceptualization should point people's attention to the fluid and
changing nature of coordinating activities that are necessary for organizing."
(Katherine Miller ( 1995): Organizational Communication Approaches and Processes
P.5)

Katherine Miller (1995) explains about organization that it composes of five
features two or more people, goals, coordinating, activities, structure and
environmental embeddedness.

\"ER

,.,.1'

Miller (1995) also explains of critical Feature 1: A Social Collectivity that
organization compose of two or more people as social collectivities behave in a
manner which is substantially different from that of individuals. The most basic

level, social collectivities require some level of understanding, coordination and
communication to act together.

Critical Feature 2: Goals "organization is the

existence of goals which direct the activities of organizational members. Pfeffer and
Salancik ( 1978) note that "the idea that organizations have goal or objectives is one of
the most commonly found aspects of the definition of organizations" (P.23) It is often
assumed that organizations (rather than the people in them have goals). It is also
assumed that all individuals in an organization are united in working a single goal and
that the goal is clearly understood by all before task activity begins. This conception
of goals oversimplifies the complexity of goal-related activity in organizational
settings. "Keeley (1980) noted that there are distinction in contrasting of the "goal
of' and the "goals for" the organization.

The "goals of' the organization are

conceptualized as the overarching mission of the organization which recognized by all
12
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organizational members. The "goals for" are conceptualized as what the organization
can do for the individuals."

Critical Feature 3: Coordinating Activity Bennis

( 1973 )" notes that a critical task of organizations are enroute to the "penultimate task
of realizing goals" is the coordination of the "human side" of the organization
(P.327). Perrow (1967) states that "technology, or the work done in organization, is
the defining characteristic of organization" (P.194-195). The intersection of the social
collective and its goals is found in the coordination of activities or the actual
behaviors of organizational member. Coordination, in turn, is impossible without

communication." Critical Feature 4: Structure : Miller (1995) explains that the
pattern of activities exhibited by organizational members can be conceptualized as the
structure of the organization. Critical Feature 5: Environmental Embeddedness : it
means that every organization is influenced by entities outside of its "borders" which
concern to external

communication

process"

(Katherine

Organizational Communication Approaches and Processes).

Miller

(1995)

:

~

ce

tfl

Miller (1995) explains that there are five critical components of the
conceptualization of communication. The first is that communication involves two or
more people, for both human and the social nature of communication. The second
communication is a process of any communication's event is influenced by complex
events of the past and its will affect events in the future. The third, communication is
transactional.

A transactional of communication, is like an interactional view,

including the important role of feedback. The fourth, communication is symbolic,
regarding verbal and nonverbal code systems stand for other things.

The fifth

communication is and intentional. Concemning the facet of communication calls
people attention to the attributions of all participants in the communication process.
13

Communication is human's life, everybody have to use communication as the
important tools to convey their purposeful of messages/information and transmission
them by oneself to one or more other persons of his/her needs, wishes, ideals, feelings
etc. for their survival. When the messages of the sender to the receiver are directed
receive, interpret and act according to the sender intention. The result of this is that
the communication is success. In an alternative way if the message are not received,
interpreted and acted upon the sender intended it meant that there was a failure
communication, communication breakdown or miscommunication had been occurred.
The important key which has an influence to successful communication,
effective communication, or failure communication, communication breakdown or
miscommunication is perception process. Because perception is process of noticing
and making senses of information. The message or information reach people through
their five senses, hearing, sight, smell, taste and touch. When successful
communication, or effective communication occurs both of sender and receiver gain
mutual benefit by understanding, improve/create relationship pleasure, positive
attitudes, action, which all of these lead people or organizations to reach of the
win-win policy.
There are many literatures, materials and journals written by many
knowledgeable professors and authors of communication process aspect that
synchronized and synthesized into few sub-topics regarding communication process.
Including perception process which leads to effective communication.

14

2.1.

Definition of Communication Process and perception Process

2.1.1. Communication Definition
Barnett (1989) :

mentioned that communication is the process that

information is exchanged between two or more systems which exist within a common
environment.

These systems may be individuals, social organizations etc.

The

information is generally defined as patterned matter or energy, that reduces the
uncertainty in the future behavior of the interacting system. The system includes
people, meaning may be attributed to the information in terms of human resources,
individuals engaged in business generally exchange information that when
interpreted, allows for the reasonable forecast of an organization's future operations
and assists in decision making and control.

John Feske (1990) : said that Communication is one of those human activities
which everyone recognizes but few can define satisfactorily.

~

Joseph A DeVito (1991): mentioned that communication is the action by one
or more persons of sending and receiving messages, which would be distorted by
noise, occur within a context, have some effect then provide some opportunity for
feedback.

Dennis S. Gouran, Larry D. Miller, William E. Wiethoff (1992) : have
explained communication is as the purposeful production and transmission of a
messages by a person to one or more other persons.

When those to whom our

messages are directed receive, interpret and act in accordance with our intention, then
people say that communication is successful.
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Fredick Williams (1993) : has explained that "communication" refers to
human behavior, most people agree the verb "to communicate" means (I) to
e~change,

thoughts, feelings, information: (2) to make know, (3) to make common.

Kathryn M. Bartol and David C. Martin (1994) : have explained that
communication is the exchange of messages between human for the purpose in order
to achieving common meanings.

Simon, Chris and Naylor - Stable, Belinda (1997): said that communication
is the process of conveyance the wishes, ideas including feeling of one self to others
and having them receive in the way that they are meant.

The above authors have explained that communication is the process of the
action of oneself (sender) to others (receiver) convey the wishes, feeling,
information/messages, having them receive in the way that they are meant. When
information/messages are directed receive, interpret and act in accordance with their
intention, then people say that communication is successful.
In the communication process, messages might be distorted by noise which
occur within a context have some effect then provide some opportunity for feedback
that is a discrepancies communication.
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2.1.2. Perception Definition

Rudolph F. Verderber and Kathleen S. Verderber (1992) have explained
that perception is the process of gathering sensory information and assigning meaning
to it. Our perceptions are result of our selection, organization, and interpretation of
sensory information. Inaccurate perceptions cause us to see the world not as it is but
as we would like it to be.

Dennis S. Gouran, Larry d. Miller, William E. Wiethoff (1992) have
mentioned that perception is the process of determining and interpreting what people
experience. Perception is central to the ways, which people form, comprehended and
react to messages. Whether they are speaking in public, participating in a group, or
simply exchange view with their friends. Their own perception and those of others
will affect how well they succeed.

Joseph A. DeVito (1994) explained that the perception is the process by
which people become aware of the many stimuli impinging on their senses.
Perception influences what stimuli or messages people take in and what meaning
people give them once they reach awareness. Perception is therefore central to the

study of study communication in all its forms and function.

The process of

perception dividing into three main stages : Sensory Stimulation Occurs, Sensory
Stimulation is Organized and Sensory Stimulation is interpreted evaluated.

Robert W. Rasberry and Laura Lemoine Lindsay (1994) noted that
Perception is the process of gain~ng insight and knowledge about the world through
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any of our senses, especially through seeing and hearing. Understanding perceptual

behavior is the first step on the way to becoming an effective communicator.
Because perception is defined as the way we take in information about our world,
because each person gathers information differently, problems arise in the way
individual perceives things and other people. Many of the difference among people
can be explained by the programming that occurs during formative stages childhood
and adolescence. Other difference occur because wants and needs vary from person
to person. Self discovery and self-disclosure represent an effective way to correct
perception based problems. The Pygmalion effect, or self-fulfilling prophecy, can
condition people to behave the way they are expected to, either positively or
negatively.

Patrtick M. Wright and Raymond A. Noe (1996) have explained about
perception that is the process of noticing and making sense of information. The
infonnation reaches us through any of the five senses ; sight, hearing, smell, touch,
and test.

To understand how and why people perceive the same information

differently, it is necessary to consider the entire perception process, which compose of
attention, organization, interpretation, retrial and judgement.

Stephen P. Robbin (1998) has explained that Perception is a process by
which individual organize and interpret their sensory impressions in order to give
meaning to their environment. Individuals may look at the same thing, but perceive it
differently it influence by perception.
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All of the above authors have described about the perception process that is
the process of determine and interpreting of information.

The information reach

people through any of the five sense : hearing, sight, smell, taste and touch. The
perception process compose of: attention, organization, interpretation, retrieval and
justment. Individuals may look at the same thing but perceive it differently the result
of this matter cause by perception. Therefore, central of the study of communication
in its forms and function.

2.2.

Theories Related to the Main Independent Variable Organizational
Factor

2.2.1. Theories Related to Communication Process
2.2.1.1 Saundra Hybels and Richard L, Wraver II (1989) explained about
the communication that, people fulfill their different needs through communication
and effective . communication can give them

pleasure.

Human has

been

communication since birth. All communication depend on understanding others and
having them understand us. The communication is intended to influence what people
think and feel. People use communication to discover each other's needs and share
their own needs, including create and improve the relationship the others. Therefore
communication is important for Human's life, "To live is to communicate"
(Communication effectively: Saundra Hybels and Richard L. Weaverll. 1989)
Hybles and Weaver II (1989) described of the communication process that is
made up with various elements: senders and receivers, message, channels, noise,
feedback and sitting.
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They explain regarding the senders and receiver that people get involved in
communication as sender and receiver have ideals and feelings which want to share
"In most communication situation; people are senders and receiver at the same time:
they are senders-receivers (Communicating Effectively: Saundra Hybels and Rechard

L. Eeaver II: 1989). Message: is a set up of the ideas and feeling that both senders and
receivers want to share. Channel : is route which convey a messages, as it goes
between the senders and receives, ex: In face-to-face communication, the first
channels is sound. Other channels (sight), telephoning etc. Feedback: is the response
of the receivers-senders to each other, whether the ideas and feeling of both senders
and receives have been shared in the way they extended. Noise: is interference which
keeps a message from being understand or accurately interpretation Setting: is where
the communication occurs, Setting this can be significant influence on
communication ex: the color of a room might determine how comfortable.

2.2.1.2 Kathryn M. Bartol and David C. Martin (1994) said that the
components of communication, concern of the sender, who is the initiator of the
message, which are usually initiated in response to an outside stimulus, such as a
question, a meeting, and interview, a problem, or a report. The stimulus triggers a
need or desire for the sender to communicate, or attempt to achieve a common
meaning with individual or groups. "Encoding: the process of translating the intended
meaning into words and gestures." (Management: Kanthryn M. Bartol and David C.
Martin (1994) p444.) "Message: the encoding process outcome, which consists of
outcome which consists of verbal and nonverbal symbols that have been developed to
convey meaning to the receiver." (Management: Kanthryn M. Bartol and David C.
Marin ( 1994) p.445) "Decoding: When the receiver received the massage, the process
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of decoding occurs by translative the symbols into the interpreted message. When the
communication is effective, the sender and the receiver achieve a common meaning.
The decoding process may result in misunderstandings of the receiver dose not
decode the message as the sender intended.
Message: "the outcome of the encoding process is a message consisting of the
verbal (oral or written) and nonverbal symbols that have been developed to convey
meaning to receiver. The medium is the method used to convey the message to the
intended receiver. Receiver : is the person with whom the message is exchange."

2.2.1.3 Larry R. Smeltzer and Donald J. Leonard (1994) have explained

that communication is not just sending and receiving messages. It is a sharing of
feelings, ideas, and symbols. Communication is an ever-developing process which
would be able to change as it occurs. Communication itself is unable to change as it
occurs. Communication itself is unable possible to isolate when it transaction has
occurred~

various

symbols

are

exchanged and created concurrently.

The

communication is a involving process. Hence, there are four of the models needed to
develop an effective communication transaction which compose of channel,
encoding, decoding and feedback.

Smeltzer and Lenonard: have also mentioned about Channel that it is the
method used to convey meaning among human. The type of channel used depends on
the message and the approach used to exchange ideas. There are various of channels
ex: face to face, written, e-mail, voice mail, etc. People send message. Via channels,
but channels also effect the message. Encoding : People encode when they consider
the best symbols to represent their thoughts and feelings, as symbols are the greatest
chance being understood by the receiver in receiving the message, ex : Symbols in
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face-to-face may include words, voice, gesture etc. Decoding : once the encoders
have chosen and translated the symbols represent their thoughts, the communication
receiver must decode the message. From this point of view there are two steps occur
in the decoding process the first one's perceive the messages and the second step is
interpretation symbol. Feedback: is the process of checking understand the correct
meaning of interpretation between the sender and receiver. According to the sender
intend. Noise is any breakdown in the flow of communication that blocks or distorts a
message.
Lany R. Smeltzer and Donald G. Leonard have referred to Filters. As
communication involves people, the communication messages go through mental
filters. They also mentioned that there are six factors which create unique of people
filters and affect communication, compose of knowledge, culture, status, emotions,

-

attitudes and communication skill.

r-

2.2.1.4 Patrick M. Wright and Raymond A.Noe (1996) have explained that
the standard description of the communication process is in terms of three steps. The

first is a sender encodes information into a message. The second is message is
transmitted through some channel. The third one which is and essential part of the

no receiver at the destination : The communication will be effectived when message

is received by the receiver and the person understand in accordance with the
sender intended meaning.

(Management of Organizations, Figure 12.1 : The

Communication process p.4&7)
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Figure 2.1
The Communication Process

Receiver

Encodes
Sender

Noise

2.2.1.5 Seiler, William G. (1996) has explained that "Communication is
defined as the simultaneous sharing and creating of meaning through human symbolic
action - as the process by which verbal and nonverbal symbols are sent, received and
given meaning. There are seven components of communication : source, message,
channel, receiver, feedback, environment and interference. Each is an integral part of
communication.

The source (creator of messages) uses encoding (the process of

changing thoughts or feelings into words that became the message, or stimulus). The
channel is the route that allows messages to flow between sources and receiver. The
receiver, after obtaining the message, uses decoding (the process of translating the
message into thoughts and feelings). The receiver then gives positive or negative
feedback, indicating his or her reaction to the message. Although it takes time and
effort to provide and receive feedback, the result is usually that communication is
more effective. The environment is the physical and psychological climate in which
communication occurs. Environment can be described as supportive, in which case
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the communications show empathy (identification with another person) toward one
another, or they can be defensive, in which case the communicators show no outward
mutual concern. Interference is always present to one degree or another. Interference
is anything that changes the meaning of messages.
Communication is described as a process, because it is dynamic and has no
specific beginning or ending "(William J. Seiler ( 1996) Communication :
Foundations, Skills and Application P. 32 -33)

2.2.1.6 Ronald B. Adler and Jeanne Marquardt Elmhorst (1999) have

described that the communications process consists of a few elements. It begin with
Sender who transmit a message, Message is signal that triggers the response of a
receiver. Encoding : is the methods that the sender choose to send message. Channel
is the method used to deliver a message. Receiver: is people who receive meaning to
message. The best circumstances a message has to reach its extended receiver without
any discrepancies. Decoding: the receiver has to decode messages to attaching
meaning to the words or symbols, to understand the sender intended it to be. Feed
back is process to clarify confusing of messages. Noise: is the source that interfere
factor with exchange of message. Content is one of the influence for interpretation of
the messages. There are several dimensions of content which effect to the messages is
: physical, social, chronological, cultural.
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2.2.2. Theories Related to Perception Process
2.2.2.1 Michael S. Hanna a Gerald L. Wilson (1991) have described of
Nature of Perception that things which people see, hear, touch, smell etc. these may
come into the
their senses,

~ommunication

r~gister

to them. Some of those sensations are taken through

in their brain and processed into meaningful message. Other

stimuli are not allowed to register in their brain.

Hanna and Willson ( 1991) have explained about the perception process that
compose of three factors : selectivity, subjectivity, and thought process which all
of them work together in various combination. Selectivity means that people attend
selective to the available stimuli. This process serves a very useful purpose and it
produces great benefit by allowing people to filter out irrelevant noise I message I
information. But in an alternative way it also creates problems, as sometimes people
filter out relevant information, which they think at that time its seem irrelevant.

Subjective : this refers to the fact that people relate on what they perceive to similar
experiences that they have had, are subjective and people choose what is important in
any particular situation. (ex : people listened to a lecture or taken notes at an
important meeting). Thought Process : means that people impose structure meaning
and causality on the stimuli they take in and register in their brain.

Hana and Willson (1991) have also explained that there are many of the
difficulties to encountered in people's perception which can be ascribed to four mental
processing errors: (1) perceptual sets. (2) implicit personality theory, (3) the leniency
effect and (4) the halo effect. Each of these headings suggests a type of error that can
seriously affect people's understanding of those around them.
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Perceptual Set can be defined as people having expect something so strongly
that they force themselves to perceive it as they had expected to be. This kind of
perceptual distortion avoid people to find the others contradictory information as they
are ignoring and discounting those information, as people expect to observe on

something they are apt to pick it out only.

If people think that everybody or

everything have potential for both positive and negative sides, and focused on one or
the other.

Hence, they are apt to allow it to register more strongly on their

consciousness.

Implicit Personality Theory : is an idea about the way people think of traits
and skills as possessing that fit together. To the extent that people ignore or discount
those traits of an individual that do not seem to fit, people distort their perception of

-

that person.

r-

l:a

"The leniency effect is a perceptual difficulty that sometimes serves a useful
purpose in people's efforts to meet new people. Research has disclosed that this
tendency is so strong in a few folks that they perceive another person positively in the
face of almost totally negative and damaging information. To give a fair appraisal of
a person's performance people must be aware that the leniency effect is an common
perceptual error" (Michael S. Hanna and Gerald L. Wilson ( 1991) Communicating in
Business and Professional Setting P.117)
Halo Effect occurs when people observe a person being competent in one area
and assume that person is competent in other areas." If people make this assumption
without checking it out they could be fail in the perceptual error that called the "halo
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effect". (Michael S. Hanna and Gerald L. Wilson (1991) Communicating in Business
and Professional Setting P .117)

2.2.2.2 Dennis S. Gouran, Larry D. Miller and William E. Wiethoff (1992)

have mentioned that Perception is the process of determining and interpreting on what
people experience and it is central to the ways in which people form, comprehend and
react to messages. There are four stages of perception process:
Sensation, Awareness, Categorization, and Interpretation.

Sensation stage, at

this stage perception occurs when people is stimulated by sensory data which there
must be some stimulus that actives one of people's five senses. Awareness Receiving
of sensory data alone is insufficient for perception to occur. Therefore in some point
people have to aware of a sensation. Categorization : is the step that people place in
sensory data as shape, color and size to commence determining what it is.
Interpretation : after people have categorized the information their sense take in.
people have categorized the information their sense take in, people are able to decide
and interpret that information/messages.

Therefore, the process of perception is

complete. In another hand if people make interpretation on basis of insufficient
information or miss categorization of information, messages. The deficiencies are
base of many misunderstands and failures in communication. Perception are tentative
as people usually lack sufficient information for achieving certainty about their
experiences, especially in the case of internal sources of arousal, such as anxiet'f.
People determine and interpret on what they experience base on basis of combinations
of sign and symbols including associations among them. Perception are influenced by
belief, motives and attitudes.
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The relationship between communication and perception is reciprocal.
Perception go into both the production and the receiving of messages. This affect to
what people choose to say (content), the way which people frame it (manner), the
meanings people assign to messages and their reaction to them. The characteristic of
both the message producer and the message receiver affect to perception of messages
concern to receivers react to them.

Gouran, Miller and Wiethoff (1992) indicated that types of perceptual
distortion include the misalignment of intention to other behavior (fundamental
attribution), and the tendencies to see the positions in message as close to
(assimilation effect) or further form (contrast effect) one's own than they actually are.
Misperception is a root cause of misunderstanding-when messages have effect form
what person intended, some type of misperception is usually involved.
"Communication influences perception by focusing attention on certain
aspects of objects of perception, by providing categories for the interpretation of
experience, and by creating direct and indirect associations among these categories.
As a result of these influence, perception are frequently distorted and limit a
communicator's potential to achieve desired outcomes.

These same influences,

however can shape perception in ways that are consistent with a communicator's
intent.
The effects of perception on conununication and of communication on
perception have implications for level of understanding communicators achieve, their
possibilities for exercising influence, and the quality of relationship they develop.
Awareness of the basic aspects of perception and the ways in which they relate to
communication is important for successful interaction with others. "(Dennis S.
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Gouran, Larry D. Miller and William E. Wiethoff (1992) : Mastering communication
Essentials P.44)

2.2.2.3 Stewart L. Tubbs and Sylvia Moss (1994) have explained "The
reasons for such varying perceptions should become as we consider similarities
between interpersonal perception and perception in general. People choose certain
aspects of their environment over others. What people are aware of at anytime is
determined in part by what they as receiver select out of the total input. The ability to
process certain of the stimuli available to us while filtering out others is calling
selective attention." Each of people, then perceives only part of the available stimuli
while filtering out other stimuli. There are two kinds of filtering through which all
input of sensation will pass: physiological and psychological.
limitations that are into human being and can not be reserved.

Physiological
To the human

communicator one extremely troublesome perceptual filter is the limit on one's ability
to hear. Many communication difficulties are rooted in this kind of misunderstanding.
Pychsological sets-that is, our expectancies or predisposition to respond-have a
profound effect on our perception of objects. As two people communicate, each
formulates ideas that become the content of the communication event.

How

accurately a message is received depends on the other person's perceptual filters and
sits. Remember that psychological and physiological characteristics will influence
which stimuli are selected and how they are perceived.
Tubbs and Moss (1994) "said that" Perception is an active process: Each of
you selectively perceives, organizes, and interprets what you experience.

Each

person, actively chooses what to attend to depending on personal interests,
motivations, desires and expectations.
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In addition to the selection perception of

stimuli, we tend to organize stimuli selectively - that is, we order the stimuli with
which we presented into a "whole," a complete sensible picture. After stimuli are
selectively perceived and selectively organized, they are assigned meanings unique to
the perceiver.

Personal interpretation are leased on the perceiver experiences,

assumptions, about human behavior, knowledge of the other's circumstances, present
moods/wants/desires, and expectations.
Tubbs and Moss (1994) have explained that " Like perce1vmg objects,
perceiving other people may be thought of in terms of three elements : the perceiver,
that object of perception (in this instance, another human being), and the context
within which the object is viewed. As the perceiver, people are of course influenced
by their own attributes. As for the third elements, the context or wetting within which
the process of interpersonal perception occurs is both physical and psychological.
Another way in which perceiving people differs from perceiving object is that our
perceptions and misperceptions influence and keep on influencing our interaction with
others-because they keep responding to these perception. Sometimes people correct
their misperceptions. But occasionally one misinterpretation lead to another, and they
get further and further afield. Even if an initial misperception is corrected it may
persist because of the psychological sets we have about other people." (Stewart L.
Tubbs and Sylvia Moss (1994): Human Communication).
Tubbs and Moss (1944) have mentioned that, there are many variable which
influence people's self-concept, self-esteem and both of them also looked at various
research finding regarding shyness.

Then focused on how impressions of other

human being are formed. Including human's own behaviors as opposed to those of
others, trait centrality, and trait associations, primacy, and the effects of physical
attractiveness. Personal generalizations and stereotypes and the influence of work,
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ect. ".

We saw that our impressions, which formed with relative ease, are not

necessarily accurate.

Some characteristics of accurate.

Some characteristics of

accurate perceivers were mentioned, but judging ability itself was seem as specific to
context.

In concluding, we discussed inaccurate perception as a source of

communication failures and how improved perception enhances communication.
Empathy was seen to be the crucial element in this process." (Stewart L. Tubbs and
Sylvia Moss (1994): Human communication).

2.2.2.4 Kathryn M. Bartol, and David Cr Martin (1994) have explained
that Perception : is the process which human use to acquire and make sense out of
information from the environment. The process is complex and involves three main
stages. The first stage is selecting, the filtering of stimuli that they face, hence the
only certain information receives his attention. The second stage of the perceptual
process is organizing, the patterning of information from the first stage. The third
stage is interpreting, attaching meaning to the information that people have selected
and organized. The perception of person is effected by a variety of factors such as
experiences, needs, personality, culture and education. From this point of view, it
make people will differ in their perception of the very same situations and messages.

2.2.2.5 Patrick M. Wright and Raymond A. Noe (1996) have described of
Perception that it is the process of notion and making sense of information, which
reach to people through any of the five senses : sight, hearing, smell, touch and taste.
People count on their sense to give them accurate information.

In alternate way

people trust that what they see, hear, touch, taste and smell accurately effects the
world as it objectively is the differences in perception can lead people to conclude that
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different behaviors are appropriate. To understand how and why individual perceive
the same information differently.

People have to consider the entire perception

process, which compost of Attention, Organization, Interpretation, Retrieval and
Judgement.

Attention : When people receive information ex : news from the channels. They will

select about what people notice some information and filter out the rest. These factors
are both personal (having to do with person exposed to the stimulus) and external 5.

(having to do with the stimulus itself)" (Patrick M. Wright and Raymond A Noe
(1996), Management of Organizations p. 309)(Figure No. 8.3)

Figure No: 2.2
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Personal Factors are influence attention relate to the perceiver's expectations,
needs, and interest. Expectation : means people think what they will perceive. Needs
and interest : means that people will draw back their attention to previous information
to pay attention to stimuli related to their own needs and interest.
External factor : something people pay attention depend on factors related to
the stimulus itself: it's intensity ex : a loud noise, strong odor), Contrast, Frequency.
Novelty. Organization :

is the stage of perception involving a mental sorting

precess similar as arranging tools into organization's space then brain uses "schemas :
cognitive structures that related items of information are grouped together
Psychologist think of schemas in terms of script and prototypes. (Patrick M. Wright
and Raymond A. Noe (1996), management of Organizations P. 315)

If people misuse of prototype, and overall bias on one specific behavior can
occur which's a halo error. Other point that people find is a Stereotype which is a
rigid prototype of all general characteristic of a group of people ex : stereotypes of
accountants and engineers both of them have poor social skills etc. Another step of
Organization is contrast effect people organize their observations by contrasting
them with other information. People use the other information as a reference point,
hence the perceiver can make a error called contrasts effect. "Another kind of
perceptual error related to contrasts in anchoring and adjustment effect : Perceptual
bias that involves making an insufficient adjustment from a given value" (Patrick M.
Wright and Raymond A. Neo (1996), Management of Organization P.315)
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Figure No: 2.3
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Interpretation is the process which occur the organize information into a schema,

people have begun to give meaning to information. Psychologists have explained that
there are two basic in the interpretation process which are projection and attribution.
Projection : Oneself interpret is to expect that others are thinking and feeling what
ever he/she is thinking and feeling. Attribution oneself use his/her interpretation by
observation and inference to explain the behavior of other. Retrieval : when people
recall information regarding past events through the process of attention, organizing,
interpreting they may try to retrieve it. Judgment is the last stage of perception
process, which people use retrieved information to reach an overall conclusion.
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Regarding the judgement stage, when people gather information together, is
Aggregation information, after this people decide its relative importance, which is
Weight information.

"A potentially strong influence on our perception is our Value. Values are
beliefs that meet three criteria : they are stable, identify what a person considers
important, and influence the person's behavior. The great significance of values arises
from their stability coupled will their relation to behavior. (Patrick M. Wright and
Raymond A Noe Management of Organizations (1996) P 321)
Therefore, Values are important to organizations because of its relate to the
way employees behave. Milton Rokeach classifies values into 2 types : Instrumental
Values. "Instrumental Values are belief about what kinds of behavior are
appropriate for reach goals.

A person's instrumental values might include being

creative, friendly, and dependable. Terminal Values are beliefs about what ends are
worth striving for. One person's terminal values might be liberty, prosperity and
social status.

Another person might place higher value on love and security.

Research into work-related values found that individuals most valued concern for
others, honesty, fairness (instrumental values) and achievement (a terminal values)"
(Patrick M. Wright Raymond A Noe: Management of Organization (1996) P.325)
Attitudes : Values and perception assist to shape human's attitudes.

An

attitude is a combination of beliefs and feeling that make people predispose to
perform in a certain way. There are three components of attitude the first is Cognitive
(beliefs) second is Affective (feeling) and the third is Intentional (the way people
intend to behave regard to the subject of the attitude. Ex : people like their job it
means they have and affective component. People think the jobs are challenging it
means that they have cognitive component, people want to stay with their company
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and put forth their best effort, it means that they have intention component. The
attitudes would be able to change because people holding the attitudes learns new
information or because the object of the attitudes changes. The attitudes have a direct
impact to functioning of organization, which include job satisfaction or
dissatisfaction, organizational commitment, job involvement and ethnocentrism.
Attitudes are important to organization because they influence employees behavior.
Employees behaviors are also influenced employees behavior. Employees behaviors
are also influenced by work-related attitudes includes withdrawal behavior and
organizational citizenship.

\"ER

,.,.1'

2.2.2.6 Joseph A. DeVito (1996) has explained of the perception process that
it occurs from awareness of many stimuli impinging on human's senses which
influence on messages he/she takes and what meaning they give to others. Hence,
percetion is important to study of communication in all its forms. Perception is
complex, there is no one-to-one relationship between messages that occur in the
sounds of the voice the writings on paper and the messages which reach to people's
brain, the occurrence may different. In the same way, two people may receive the
same stimulus, each of them may interpret it differently.

At this point of view,

DeVito explains of three stage for the perception process work, which they are
operated continuous, blend into and overlap one another (Figure 3.1 P.54)

36

St. Gabriel's Library, Au

Figure 2.4
Sensory stimulation
occurs

organized

which compose of Sensory stimulation occurs, Sensory stimulation is organized

and Sensory stimulation is interpreted and evaluated.
Sensory stimulation Occurs : is the sensation stage that people's five
senses responds to stimulus : ex hearing, seeing, smell, taste, feel etc.

Sensory stimulation is Organized : is the stage that perceivers
arrange messages they receiver at the same time relate and constitute them into

v

a unified whole.

y

Sensory stimulation is Interpreted and evaluated : is the stage that
people give the stimulation meaning and evaluate or judge them this stage are
not based solely on the outside stimulus, they are also greatly influenced by
people's experiences, needs, values system, current physical or emotional
states etc.
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DeVito (1996) also explained that "Between the occurrence of the stimulation (the
uttering of the message, presence of the person, smile, or wink of the eye) and its
interpretation-evaluation, perception is influenced by serval psychological process.
Here indentify five major ones (Cook, 1997 ; Rubin & McNeil, 1985): implicit
personality the.ory, the self-fulfilling prophecy, primacy-recen, stereotyping, and
attribution (Figure 3.2)"P.56

Figure 2.5

P.56 "(Joseph A DeVito (1996), Essentials of Human Communication).
process influence what people see and fail to see.
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These

- Implicit personality theory : "halo effect". If people believe and individual
has several positive qualities, people may conclude that she or he has other positive
qualities.

In an alternative way if people believe a person has several negative

qualities, people might conclude the person also has other negative qualities.

- Self-fulfilling Prophecy " A self-fulfilling prophecy occurs when people
make a prediction or formulate a belief that comes true because people made the
prediction and acted as if it were true (Merton, 1957; Insel & Jacobson, 1975)/Joseph
A De Vito (1996) : Essentials of Human Communication P.60)

- Primacy-Recency" The implication is that people use early information to
provide a general idea of what a person is like, then later information to make the
general idea more specific. The obvious particle implication of primacy-recency is
that the first impression people make is likely to be the most important. Through this
first impression others filter additional information to formulate a picture of who they
perceive person to be "( Joseph A

DeVito (1996) : Essentials of Human

Communication P.60)

- Stereotypes : "A sociological or psychological stereotype is a fixed
impression of a group of people . People all have attitudinal stereotypes of national,
religious and social groups and of criminals, prostitutes teachers etc.

Stereotypes

prevent people from seeing an individual. Ignore the unique characteristics of an
individual, therefore fail to benefit from the special contributions each can bring to an
encounter." (Joseph A. DeVito (1996): Essentials of Human Communication P 60-61)
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- Attribution : " Attribution is a process by people try to explain the
motivation for a person's behavior. One way to do this is to ask if the person was in
control of the behavior. In perceiving and especially in evaluating, other people's
behavior, we frequently ask if they were in control of the behavior.

Generally,

research shows that if we feel a person was in control of negative behaviors, we will
come to dislike him or her. If we believe the person was now control of negative
behavior, we will come to feel sorry for and not blame the person. Most behaviors
and personality characteristics are the product of a wide variety of factors; it is almost
always mistake to select one factor and attribute everything to it. "(Joseph A DeVito
(1996): Essentials of Human communication P. 62)

2.2.2.7 William J. Seiler (1996) has described that "Perception is the process
of selecting , organizing and interpreting information in order to give it personal
meaning. It lies at the heart of the communication process.

Our perceptions of

events, people, ideas and things become our reality.
Selection is the sorting of one stimulus (incites or quickens action, feeling, or
thought) from another.

We use two kinks of selection -selective attention and

selective retention - to focus on some stimuli and ignore or downplay other stimulus
and to process, store, and retrieve information that we have already selected,
organized and interpreted.
Organization is the categorizing of stimulus so that we can make sense of
them. Figure and ground (focusing in on stimuli while other stimuli become the
background), closure (the filling in of details), proximity (grouping of stimuli that are
physically close to another), and similarity (grouping of stimuli that resemble one
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another in size, shape, color, space, or another trait) are all ways in which we organize
our perceptions.
Interpretation is the assigning of meaning to stimuli. The meanings we choose
are usually based on our past experiences. We must therefore take care that our past
experiences do not create blinders that distort our perceptions.
Differences in people's perceptions result from each individual's state of mind,
physiological makeup, cultural background, gender and media exposure.

These

differences occur because we are all psychologically and physically different, and our
experiences are not identical, even if we participate in the same events. When the
sender and receiver are from different cultural backgrounds, their can affect
communication. Culture is defined as patterns of values and traditions which are
symbolically communicated through objects, behaviors, and utterances. Since people
behave differently, they also perceive and organize their values differently. The study
of communication between different cultures is intercultural communication, and a
person who notices differences that go beyond pride in his or her heritage or
background to the conviction that he or she knows more and is better than others
ethnocentric.
Because we communicate from our experience and because our experiences
exist within a culture, people who come from different cultural backgrounds bring a
variety of perspective and world views to their interaction with others. If there is a
common or shared set of experiences between people, there is a likelihood that words
and other meanings are likely to be similar. People tend to believe that their own
perception of the world is the only correct one. This, of course, is not so. Because
perception is so subjective, one person's perception of a situation is no more correct
than another's.
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A common phenomenon that can distort our perception of reality is a
perceptual set. A perceptual set is a fixed, previously determined view of people,
things, or events. People tend to see things they expect to see and to look on people,
things, and events as if they never change.
Perceptual set is a form of stereotyping. Stereotyping is the categorizing of
events, objects, and people without regard to their unique individual characteristics
and qualities.
To improve our communication, we must constantly remember that no one
way of perceiving anything can be considered right or wrong; perceptions reflect how
we have learned to view the world and ourselves." (William G. Seiler (1996) :
Communication: Foundations, Skills, and Applications P.59- P.60).

2.3.

Critical Analysis/Discussion of Theories Related to Communication
process and perception Process.

Hereinafter, Table 2.3.1, 2.3.2, 2.4.1 and 2.4.2 illustrating all variables relating
to Communication Process and Perception Process by five experts of communication
Process and other five experts of Perception Process who had made studies,
experiments and investigations to discover of both processes.
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Table: 2.3.1

Studies of communication process by five experts

Communication
Process

Hybels & Wraver

Study made by
Smeltzer & Leonard

Bartol & Martin (1994)

(1986 - 1989)
Sender & Receiver

Wright & Noe ( 1996)

Adler & Elmhorst

(1994)

(1999)
Sender

Sender/Receiver

Sender/Receiver

Sender
I

Receiver/Sender
Message

Encoding

Channel

Messages

1

...

___ ,......_ .... , '

·~~'-='

Receiver/Sender

Encodes

Message

Message

Messages

Encoding

Transmitted/Channel

Channel

Channel
I

v

';

r

,

Feedback

Medium

Encoding

..

Decodes

Receiver

Noise

Decoding

Decoding

~

Receiver

Decoding

Setting

Noise

Feedback

Feedback

Noise

p...,,,,,.

Feedback

~
1-u

11,

..

<_g'(
T
,...,,.
~~->

......

v
~*
ON1111"\\\. ~

\\0

\:~
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Perception Process

...Huu11";;;) v1 r c1\;c;µuu11

I

I
1

Hana & Wilson (1991)

uy

Study made by

1

Gouran & Miller &

r1u\,;~ss

Tubb & Moss (1994)

uve expens
1

1

Wright & Noe (1996)

I
DeVito ( 1996)

Wiethoff ( 1992)
- Selectivity

- Sensation

- Subjectivity

-Awareness

- Thought Process

- Categorization

Perception can be

- Selectively Perceives
: - Select out
- Selective Attention
- Filtering

- Interpretation

ascribed to mental

Perceptions are

processing erroes.

influence by

- Perceptual sets

- Belief

- Implicit

-Motives

Personality theory

- Psychological
- Selectively Interpreted
: - perceiver's experience

- Attitudes

- The lenieccy effect
- The halo effect

..J

I),

,1 ~ : -Physiological

(
r

t!

r'

"''~
,.
~
.>~ ·u

- Interpretation
- Organization
: - Schemas/Psychologist
- halo error
- contrast effect
- Anchoreng and
Adjustment effect

Occurs
- Sensory stimulation
Organized
- Sensory stimulation
Interpreted and Evaluated
Perception is influenced

by psychological process :

- Interpretation

- behavior

- Retrieval

- self-concept

-Judgement

- Self --fulfilling Prophecy

- self-estreem etc.

: Aggregating Information

- Primacy-Recency

- Value
: - Instrumental Values

\:~

-Terminal Values

ti

- Sensory stimulation

- knowledges

~\

~*

- Attention

I n1'1\\\. ~

- Attitude
: - Affective Compenent
: - Cognitive Compenent
: - Intentional Compenent
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- Implicit personality
theory : halo effect.

- Stereotypes

1- Attribution

2.4. Generic set of Communication Process and .Perception Process

Discussion of each of the selected generic set of sub variables of Communication Process
Table 2.4.1
Hybels & Wraver (1989)

The selected generic set of sub variable of Communication Prdcess ·
Adler & Elmhorst ( 1999)
Wright & Noe (1996)
Bartol & Martin ( 1994) Smeltzer & Leonard ( 1994)

Sender/Receiver

Sender/Receiver

Sender/Sender

Receiver/Sender

Receiver/Sender

Receiver/Receiver

Encoding

Encoding

Messages

Messages
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Channel

Medium (Channel)
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~
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~
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Decoding

Table 2.4.2
Hana & Wilson (1991)

Discussion of each of the selected gereric set of sub variables of perception process
DeVito (1996)
Wright & Noe (1996)
Gouran & Miller
Tubb & Moss ( 1994)
Wiethoff (1992)

Selectivity

Sensation

- Selectively

Sensory stimulation

Preceives:

Occurs
I

- Select out
- Selective attention -Attention
Subjectivity

Categorization

Selective Organized

- Organization

Organization

Thought precess

Interpretation

Selective Interpreted

- Interpretation
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- Justment

Evaluated
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2.5.

Discussion on the Relationship of Communication Process and Perception
Process to Effective Communication

Tubbs and Moss ( 1994) have explained that human communication has been
broadly noted as "the sharing experience." What make human communication unique
is the superior-ability to create and use symbols, for this ability that enables humans to
"share experiences" indirectly and vicariously" (Goyer, 1970 pp.4-5).

A symbol

would be able to indicate as something use for or regarded as representing something
else. Therefore, human communication is the process of creating a meaning between
two or more people.

In this point of view, the communication process has the

relationship to the perception process as people learned that through all five senses are
potential channels for receiving stimuli, face-to-face communication relies primarily
on hearing, sight, smell, touch and taste and is usually a multi channel experience.
Both communication process and perception process also have the relationship to
effective communication, due to communication is effective when the stimulus as it
was initiated and intended by the sender or source, correspond closely with the
stimulus as it is perceived and responded to by the receiver.

2.6.

Effective Communication Definition

Saundra Hybels and Richard L. Wraver (1989) have described that
effective communication, it fulfils humans' different needs through communication
and effective communication can give human pleasure. All communication depend
on understanding others and having others understand us.
intended to influence what people think and feel.

The communication is

People use communication to

discover each others needs and share their own needs including create and improve
the relationship with other.
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Stephen P. Robbins : (1993) have explained that the communication is the
transference and understanding of meaning. Hence, it is only through transmitting
meaning from one person to another person which information and ideas are be able
conveyed. However Communication, is more than merely imparting meaning. It
must also be understand.

Stewart L. Tubbs and Sylvia Moss (1994) said that Communication is
effective when the stimulus as it was initiated and intended by the sender, or source,
corresponds closely with stimulus as it is perceived and responded to by the receiver.

Kathryn M. Bartol and David C. Martin (1994) have explained that
Communication is effective when the sender and the receiver achieve a common

-

meanmg.

r.l:=I-

Patrick M. Wright and Raymond A. Noe (1996) have mentioned that the
communication will be effective when message is received by the receiver and the
person understand in accordance with the sender intended meaning.

Jerald Greenberg and Robert A. Baron (1997) have described that the
communication process occurs when a sender of information encodes a message and
transmits it over communication channels to a receiver, who decodes it and then sends
feedback. Communication is used in organizations not to direct individual action, but
also to achieve coordinated action.
information,

Although the heart of communication is

communication is also used to develop friendships and build

interpersonal trust and acceptance in organizations.
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2. 7.

Theories Related to Effective Communication

2.7.1. Saundra Hybels and Recbard L. Wraver II (1986-1989) have
mentioned about effective communication that people fulfill their different needs
through communication and effective communication can give people pleasure. All
communication depend on understanding others and having them understand us. The
communication is intended to influence what people think and feel.

People use

communication to discover each other's needs and share their own needs including
create and improve the relationship with other.

I
2.7.2. Stewart L. Tubbs and Sylvia Moss (1994) have described about
Effective Communication that "Communication is effective when the stimulus as it
was initiated and intended by the sender, or source, corresponds closely with the
stimulus as it is perceived and responded to by the receiver." (Stewart L. Tubbs and
Sylvia Moss (1994) : Human Communication P. 20)

"If we let "S" stand for the person who is the sender or source of the message
and "R" for the receiver of the message, then communication is whole and complete
when the response "S" intends and the response "R" provided are identical (Goyer,
1970, P 10): __R_ =Receiver' meaning I Sender's meaning= I

s

We rarely reach 1 - that is perfect sharing of meaning " (Stewart L. Tubbs and Sylvia
Moss (1994): Human Communication P.20, P.21)
Tubbs and Moss ( 1994) have explained that to measure people's own
effectiveness, people may try to being about one or more of several possible
outcomes, "We shall consider five of them here : understanding, pleasure, attitude
influence, improved relationships, and action". "Understanding. Refers primarily to
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accurate reception of the content of the intended stimulus.

In this sense a

communicator is said to be effective if the receiver has an accurate understanding of
the message the communicator has tried to convey Pleasure : "The goal of the
transactional analysis school of thought is simply to communicate with others in a
way that ensures a sense of mutual well-being. This is sometimes referred to as a
phatic communication, or maintaining human contract." "Attitude Influence : the
process of attitude influence is usually referred to as "persuasion."

"Improved

Relationship : total effectiveness requires a positive and trusting psychological
climate. When a human relationship is clouded by mistrust, numerous opportunities
arise for distorting or discrediting even the most skillfully constructed messages.
They mentioned that the primary failure in communication occur when the content of
the message is not accurate understood. Secondary failures are disturbances in human
relationships that result from misunderstandings. The concept of trust, cohesiveness,
and source credibi-lity are all relevant to improved human relationships.

These

concepts are bound together by a common theme: the better the relationship between
people, the more likely it is that other outcomes of effective communication in the
fullest sense will occur. Action (Stewart L. Tubbs and Sylvia Mos (1994) Human

1&!J'il

Communication)

2.7.3. Kathryn M. Bartol and David C. Martin (1994) have explained that
"When communication is effective, the sender and the receiver achieve a common
meaning"(Kathryn M. Bartol and David C. Martin (1994) p. 446)
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2.7.4. Werner David (1995) mentioned that effective communication is a
motor that can never be. It is the function that drives the endless of actively: building
and maintaining capturing attention and persuading

2.7.5. James Poon Teng Fatt (1996), has described about effective
communication that "The importance of effective communication Rudyard Kipling
once described words as "the most powerful drug used by mankind."
"Communication skills which are valuable for all employees include building
relationships, listening, giving and soliciting feedback,

exchanging routine

information, advising and persuading."

"Guiding Principles for effective communication"
"Among the principles which should guide effective internal communications are :
1. Define the message before launching the program. If the message leaving the
boardroom is unclear, no amount of new technology will put and end to confusion
among the workforce.
2. Communicate continuously, not as a one-off event.

Communication involves

much more than the chief executive making an annual visit to the "troops".
I

Managers. Must be given a clear plan of campaign, and training in how to conduct
it. Supervisors, too, must be trained in how to impart information and receive
feedback.
3. Recognize that there will be costs, as well as benefits. Senior executives must be
seen to endorse the program. The workforce must spend some time away from
the office or shopfloor to debate the issues. Managers and supervisors must spend
time tracking the progress of the communication program, and feeding back the
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2.8. Critical Analysis I Discussion of the Effective Communication Theories and Selection of the Generic Set of Sub-Variables.
Table:

Studies of effective communication

2.8.1

Study Made by
Hybles & Weaver II
( 1986, 1989)
- Pleasure
- Understand

Bartol & Martin

Tubbs &Moss

(1994)

(1994)

- Achieve common

- Understanding

Meaning

-Pleasure

- Create and improve

J l.!Vl

- Improve relationships
-Action

I

(1996)

(1995)

- Attitude influence

Relationship

Wright Noe

Werner David

(1997)

- Understand intended

- Clear message

maintaining

meaning between

- Understanding

understanding

receiver and sender

- Building relationship

- Capturing attention
and persuading
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Poon Teng Fatt
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2~9.

Discussion of each of the selected generic set of sub-variables of Effective Communication

Table 2.9.1

Hybes & Weaver

Bartol & Martin

(1989)

(1994)

The selected generic set of Effective Communication
Werner David
Tubbs &Moss
(1994)

Wright&Noe

Poon Teng Fatt
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(1995)
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Chapter 3

Research Frameworks

3.1.

Framework

Theoretical Framework has been drawn from the literature and related studies
including published journal articles from various sources. The framework is a road
map of the research ideas and is used to present the planning and clarification of the
research problem and analysis.
The theoretical framework also shows the relationships of the variables is
suggested by the theories. It shows the two independent variables of communication
process and perception process and their hypothesize relationship. Meanwhile, the
theories of main dependent variable of effective communication has also been
researched and related logically with the independent variable.
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THEORETICAL FRAMEWORK
COMMUNICATION/PERCEPTION PROCESSES

-CrL

- OCCURANCE/

EFFECTIVE COMMUNICATION

UNDERSTANDING \

SELECTION
-ENDCODING

i

l

PLEASURE

-MESSAGE

l

DESIRED ACTION

- NOISE

~

-

l='

PERSUASION

r-

l:a

ce
IMPROVED

RELATIONSHIP

Figure 3.1 :Communication Process I Perception Process leading to Effective
Communication

56

3.2.

Conceptual Framework

Theoretically literatures from many authors that we have studied, provide
specific indication of idea which drawn into conceptual framework. The design and
conceptualization of the specific needs and issues of the study can be modeled as the
framework herein after.

The conceptual framework is useful for planning and

clarifying.

Conceptual Framework

The conceptual framework composes of two independent variables which are
demographic profile and communication I perception processes and one dependent
variable of effective communication.

The sub-variables of the both independent

variables which have been selected to determine in the influence relate to the
dependent variable. From the conceptual framework point view that will show how
demographic profile and communication perception process relate and influence to
effective communication process of the research problem and analysis conduct.
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Figure 3.2 CONCEPTUAL FRAMEWORK OF THE STUDY

Demooraphic Profile

p

Channel

Gender
Age
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Decoding
Noise
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E

Occurrence of
Sensory stimulation
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Understanding
Pleasure
Persuasion
Improved
Relationship

Organization of
S

Sensory Stimulation

E

Interpretation and
Evaluation

s

3.2.1

Effective Communication

Desired Action

-

'pa

Explanation of Variables

Communication is not just sending and receiving message. It is a sharing of
feeling, ideas, and symbols. Communication is an ever-developing process which
would be able to change as it occurs. Communication itself is unable to isolate, when
it transaction has occurred various symbols are exchanged and create concurrently
(Larry R. Smeltzer and Donald J. Leonard (1994)). The communication process

consists of a few elements, which compose of sender, message, encoding, channel,
receiver, feedback and noise (Ronald B. Adler and Jeanne Marquardt Elmhorst
(1999)).
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Each of the element of communication process, they have their own roles
which individual role operate itself connecting to each other similar as chains. The
communication process commence with sender who transmit a message. Message is
signal that triggers the response of a receiver. Encoding is the methods that the sender
chooses to send message. Channel is the method used to deliver a message. Receiver
is people who receive meaning to a message. Decoding is device for translating data
from one code to another that the receiver has to decode messages to attaching
meaning to the words or symbols, to understand the sender intended it to be.
Feedback is process to clarify confusing of messages of messages.

Noise is the

source that interfere factor with exchange of massage. The communication process is
one element which leads communication to be effective or failure. Hence the first
independent variable including its sub-variables have influence and relate to
dependent variable of effective communication.

-

The second dependent variable is Perception Process. The perception process
it occurs from awareness of many stimuli make an impact on human's senses which
influence on messages that humans take and what meaning they give to others.

Therefore, perception is important to study of communication in all its forms.
Perception is complex, there is no one-to-one relationship between messages that
occur in the sounds of the voice the writing on paper and the messages which reach to
people's brain, the occurrence may different.

In the same way, two people may

receive the same stimulus each of them may interpret it differently. There are three
stages of the perception process work, which they are operated continuous, blend into
and overlap one another, which compose of sensory stimulation occurs. Sensory
stimulation is organized and sensory stimulation is interpreted and evaluated. (DeVito
(1996)
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In this point of view two independent variables show their relationships which
influence to dependent variable.
The dependent variable is effective communication.

It is the degree that

communication is effective when the stimulus as it was initiated and intended by the
sender or source, corresponds closely with stimulus as it perceived and responded to
by the receiver (Tubbs and Moss (1994)). There are five factors which encouraging
effective communication. The first is understand, this means that a communicator is
said to be effective, when the receiver has an accurate understanding of message that
the communicator has try to convey.

The second is pleasure, it means that to

communicate with others in the way, which ensure a sense of mutual well-begin. The
third is attitude influence which its refers to as "persuasion". The fourth is improved
relationship, effective communication create the understanding of both senders and
receivers, which enable people to improve relationship and create better profit of each
other. The fifth is desired action.

3.3.

Research Hypothesis

*

The review of all related literatures and studies in Chapter two lead to the
illustration of theoretical framework. All related main independent and dependent
variables including their sub-variables are also illustrated in conceptual framework.
Therefore, the test of all variables will be present as follows:
In point of view of the research, following hypothesis will be build up to test
the relationship among variables:

Ha1 :

There is a significant relationship between respondents' Demographic Profile

and Communication Process and Perception Process
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Ha2

:

There is a significant relationship between respondents' Communication Process
and Perception Process and Effective Communication.

3.4.

Operationalization of Variables
These-variables are operationalized and specified in the following as the basis

to set up questionnaires

Table 3.1 : Operationalization of Communication /Perception Process .
..
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Table 3.2 : Operationalization of Effective Communication
··-··-··--·-··-··-··-··-··-··-··-··-··-··-··-··-··-··-··-··-··-··-·-··-··-··-··-··-··-··-··-·--··-··-------··-··-----·--·--·--·--·-··-··-·--------·---------·-----------------------------·-··--·-··-···

! Effective Communication ! !!
!i i

i !

!i !

understanding
pleasure
persuasion
improved relationship
desired action

!

i

i.-----·--------·-··--------·-··-··-··-··-··-··-··-··-··-··-··-··j·-··-··-··--·----·----------------------·---------·-··-·--------------------··-··--·-··-··-··-·---·-··-··-··-··----------------··-··j
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Chapter 4

Research Methodology

4.1.

Methods of Research to be Used

The key premise to the research on Effective Communication m an
Organization is to improvethe organizational communication process.
To improve organizational communication, the subject of the study have
focused on communication/perception processes of employees of the target
organization of three locations.
The study took nine months, including preliminary and field survey. Two
months were spent for a data collection and analysis. The descriptive research and
correlation research methods were used to describe in quantitative terms, the degree to
which the variables were related.

Descriptive method was a convenient way to

describe the data gathering and correlation research is the way to describe when one
variable was related to other variables. It was composed of independent variables and
dependent variable and utilize the survey method.
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4.2.

Respondent and Sampling Procedure

The respondents were the employees of PAC Co., Ltd.

The number of

respondents were one hundred people, which include department head and plant
employees. It was classified into three level for upper level, middle level, and lower
level employees. There were three persons in the upper level, 19 persons for middle
level and 90 persons for lower employees who were the research sampling
respondents. (The rest of employees at amount of 200 persons were not be consider
for the research sampling respondents as they were the lowest level who work in the
plants). Hereinafter Table 4.2. showed number of employee as well as number of
respondents of each level.

Hence, a sample of the population was chosen

conveniently based on employee level were in this organization.

Table: 4.2.1 Number of employees of each level

Level of Employee

Number of Employee

Upper Level

3

Middle Level

17

Lower Level

80

80

Total

100

100

y y
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Number of Respondents

ol

at\~

*

~~

3
17

4.3.

Research Instruments I Questionnaire

The research instrument was a questionnaire. It consisted of questions to be
answered by the respondents concerned to gather data to answer the research
problems present in Chapter 1. All questions will be presented in three parts :-

Table 4.2.2: Arrangement of Questionnaire

Part

Main Variables

Sub-Variables

Question
No.

NIA

I

Demographic Profile

II

Communication Process

Channel
Encoding
Messages
Decoding
Noise
Feedback

Perception Process

Occurrence of Sensory Stimulation
Organization of Sensory Stimulation
Interpretation and Evaluation of
Sensory Stimulation

III

Effective Communication

1-9

1-28

*

Understanding
ol.~
Pleasure
Persuasion
Improved Relationship
Desired action

29-42

For easy understanding, taking less time to answer questions and providing
reliable result, Five Point Likert Scale was considered for setting question in part II,
and III . For the personal profile of the respondents, questions were asked by the
mean of multiple choice and with regard to position were divided by color code.
Sequentially, all questions relating to all sub-variables were arranged as shown in
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Table 4.2. Prior to the research a Pilot test using the questionnaire with group of 10
respondents was conducted.

4.4.

Collection of Data I Gathering Procedures

The research was supported by the management of the organization.
Therefore, the distribution of questionnaires to employees for all three locations was
done do by each department head. The total of employees are approximately one
hundred persons. Indeed, collecting primary data was through department heads,
which was the most convenience way.
The questionnaires were translated into Thai language and explained
personally to all department heads to make it more clear and understandable. The
collection of secondary data was through the company's profile, brochures, and the
update information from the management of PAC Co., Ltd.
The action plan of collecting data were as follow.
1. Pilot test

10

days

2. Questionnaire

20

days

3. Editing and encoding

30

days

4. Analysis

30

days

The researcher was the person to do the process of editing I encoding and
including analysis all the data.
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Table 4.3 : Timeframe of Data Collection & Analysis

Year 2001
Activities
Jan

Mar
Feb

May
Apr

1. Literatures Review,
Creaming of Generic
Sets of all Variable &
Writing Proposal

2. Designing Questionnaires

3. Submitting Thesis Proposal JI i----!
~
~
4. Defending Proposal

i

5. Pilot Test

6. Conducting Research

7. Analysis of Data & Final
Result
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I

July
Jun

Sep
Aug

Nov
Oct

Dec

4.5.

Statistical Treatment of Data

The statistical computer software i.e. Statistical Package for Social Sciences
(SPSS) was used for statistical analysis. The researcher used the following statistical
tools to answer.the research question and research hypothesis of this research study
(from Chapter-I section 1.3 and Chapter 3 section 3.3). The details were as follows:
Descriptive Statistic of Frequency Distribution such as mean, standard deviation,
range was used to describe the Demographic Profiles Variable.
Chi-square was used to analyze the relationship between Respondents'
Demographic Profile in terms of gender, age and Communication Process.
Pearson Correlation used for analyzing the relationship between Respondents'
Demographic Profile and in terms of work-place, educational level, position level
and year of service and Communication Process.
Pearson Correlation used for analyzing the relationship between Respondents'
Demographic Profile and Communication/ Perception Processes and Effective
Communication.
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Chapter 5

Presentation of Data And Critical Analysis of Results

The purpose of this chapter is to present the findings of the statistical analysis
of the data compiled from the questionnaires. The questions were mainly derived
from the research framework in Chapter 3. The statistical outputs were logically
interpreted and presented in order and according to the research questions in Chapter
1 (section 1.3) and research hypothesis in Chapter 3 (section 3.3). The presentation
was arranged according to the sequence of research questions, beginning with a
description of respondents' demographic profiles (question 1) followed by the
analysis of respondents' perception on communication process/perception process and
effective communication (question 2,3).

Then, the concept of effective

communication is finalized from the analysis of the respondents' demographic profile
and Communication Process/Perception Process.
9(9

At the end of the chapter, the summary of all findings were presented. In
addition, the discussion and analysis of research results are attached.

5.1 The Demographic Profiles of Respondents.
A total population of one hundred respondent were surveyed.

From the

research question 1, the frequency distribution of Demographic Profile of the
respondents are presented as follows.
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5.1.1 Gender
Table 5.1.1 showed that fifty-nine respondents out of total one hundred were
men. It represented 59% of total respondents. The remaining 41 persons or 41 %
were women.
Table 5.1.1 Frequency Distribution of Gender
Gender

Valid

male
female
Total

Percent
59.0

Freauencv
59

Valicl
Percent
59.0

Cumulativ
e Percent
59.0
100.0

41

41.0

41.0

100

100.0

100.0

n rP
\I I

l!:,

5.1.2 Age
Table 5.1.2 showed that a large number of respondents were of the age
between 21-30 years old, which composed of 59 person or 59% of the respondents.
Then followed by the age of respondents between 31-40 years composing of 34
persons or 34% of total respondents. Hence, the number of respondents with the age
under

41 years were 93 persons or 93% of the respondents.

The balance of

respondents were the age above 40 years involving of 7 persons or 7% of the
respondents.
Table 5.1.2 frequency Distribution of Age
Age

Valid

21-30 year

Freauencv
59

Percent
59.0

Valid
Percent
59.0

Cumulativ
e Percent
59.0

31-40 year

34

34.0

34.0

93.0

41-50 year

7

7.0

7.0

100.0

100

100.0

100.0

Total

70

5.1.3 Working Place
Table 5.1.3 showed that according to the survey the majority of respondents
the number of 67 persons or 67% were working at Prapradaeng office. The second
place was at Lumpinee Office with a total number of respondents of 19 persons or
19% followed by 14 persons or 14% who carried out at their work Mahachai Office.
Table 5.1.3 Frequency Distribution of Working Place.
workplace

Fr
Valid

uenc

Prapradeang office

Percent

67
14
19
100

Mahachai Office
Lumpini Office
Total

67.0
14.0
19.0
100.0

Valid
Percent

67.0
14.0
19.0
100.0

Cumulativ
e Percent

67.0
81.0
100.0

5.1.4 Educational Level.
Table 5.1.4 showed that the majority of the respondents at 41 persons or
41% hold Bachelor Degree's as the highest education level. Followed by the second
group of 24% (24 persons), who graduated from College level. Thus, the number of
the respondents that holding Bachelor degree and Certificate of Diploma were 65%,
and the number of respondents with educational level below Diploma were at 34%.
Hence, the least number of the respondent with educated level above Bachelor degree
was only 1%.
Table 5.1.4 Frequency Distribution of Educational level
Educational Level

Freauency
Valid

Below Diploma

34
24
41
1
100

College and/or Diploma
Bachelor Degree
Master Degree or higher
Total
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Percent

34.0
24.0
41.0
1.0
100.0

Valid
Percent

34.0
24.0
41.0
1.0
100.0

Cumulativ
e Percent

34.0
58.0
99.0
100.0

5.1.5 Position Level
From Table 5.1.5, it was observed that majority of the respondents were defined
with job group level "worker", "clerk" and "officer" with total of the three levels of 80
persons or 80% of total respondents. This job title was categorized as lower level
employees. The middle level employees represented the job group of Supervisor and
junior Manager. There were 17 people or 17% of total respondents who represented
the middle level. Three persons or 3% were in the top level management with the job
title of "Senior Manager".

Table 5.1.5 Frequency Distribution of Job level.
Position Level

Valid

Clerk
Officer
Supervisor
Manager
Total

21
17
3
100

Percent
59.0
21 .0
17.0
3.0
100.0

Valid
Percent
59.0
21.0
17.0
3.0
100.0

Cumulativ
e Percent
59.0
80.0
97.0
100.0

5.1.6 Working Year
Table 5.1.6 showed that twenty-eight out of total one hundred respondents or
28% had been working with the company between one to three years. Twenty-five
persons or 25% were working with the company between seven to ten years. Twentyone person or 21 % were working with the company between four to six years.
Nineteen persons or 19% were working with the company over ten years. The
working period of the respondents at 21 % were working for the company more than
four years,

which showed that the company could gain the loyalty of these

respondents.
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Table 5.1.6 Frequency Distributions of Working Year.
Year of service

Valid

Freauencv
7

Percent
7.0

Valid
PE!rcent
7.0

Cumulativ
e Percent
7.0

1-3 years

28

28.0

28.0

35.0

4-6 years

21

21.0

21.0

56.0

7-9_years

25

25.0

25.0

81.0
100.0

Less than 1 year

10 years or more
Total

19

19.0

19.0

100

100.0

100.0

5.1. 7 Income Level
Table 5.1. 7 showed that the highest income level of forty-five people or 45%
of the respondents were earning between Bht: 10,000.- Bht: 20,000.- per month.
There were five respondents or 5% who earned between Bht: 30,001.- Bht: 40,000.per month. There were also five persons or 5% earning ofBht: 40,001.- Bht: 60,000.per month.
Table 5.1.7 Frequency Distribution of Income Level
Income

Valid

Less than Bht 10,000

Freauencv
42

Percent
42.0

Valid
Percent
42.0

Cumulativ
e Percent
42.0

Bht 10,001-20,000

45

45.0

45.0

87.0

Bht 20,001-30,000

3

3.0

3.0

90.0

Bht 30,001-40,000

5

5.0

5.0

95.0
100.0

Bht 40,001 or above
Total

5

5.0

5.0

100

100.0

100.0

5.2 Perception of respondents on the Communication Process/Perception Process
The perception of 100 respondents toward Communication Process/Perception
Process could be described based on their answers to the questionnaire. Table 5.2.1 to
table No. 5.2.7 showed how each of sub-variables related and could be used to
describe how respondents perceived towards them.
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5.2. l Perception toward the Communication Process in terms of Channel.
The result of the analysis of the data on the perception of the respondents in
terms of channel showed that the respondents preferred to communicate face to face
and sending writing messages. Any way, the outcome of communication by mean of
face to face and message- writing was different from sending or receiving oral
messages.
In general the respondents agreed on the importance of channel of

communication process with an overall mean of 3.56 and with a standard deviation of
0.555
Table 5.2.1 Descriptive Rating of Communication Process in team of
channel.

/
Question
1.You are a sender who prefers to

Mean

SD.

Mode

Qualitative

4.09

.842

4

Agree

4.15

.903

5

Agree

3.68

.898

4

Agree

3.76

.944

4

Agree

2.90

1.08

3

Indifferent

2.77

1.10

3

Indifferent

3.56

.555

-

Agree

communicate with others by face-to-face
2. You are a receiver who prefers to
communicate with others by face-to-face
3. You are a sender who prefers to send all
messages in writing
4. You are a receiver who prefers to receive
all messages in writing
5. You are a sender who prefers to send all
messages orally
6. You are a receiver who prefers to receive
all messages orally
Summary of Channel
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5.2.2

Perception toward the Communication Process in term of encoding
The result of the analysis of the data of respondents on the Communication

Process in terms of Encoding showed that all respondents preferred to select wording
and vocabulary to make clear and understandable the messages for both sending and
receiving message with mean scores of 3.67, 4.28 and 4.34 respectively.

The

respondents strongly agree to the communication process in terms of encoding with
an overall at mean score of 4. 09 with a standard of deviation .722

Table 5.2.2 Descriptive Rating of Communication Process in team of
Encoding

Question
7. You are a sender who always divide

Mean

SO.

Mode

Qualitative

3.67

1.11

4

Agree

4.28

.817

5

Strongly

receivers into groups in order select the
appropriate wording vocabulary to
communicate with the
8. You are sender who considers that the

Agree

selection of wording and vocabulary are
necessary to make clear and
understandable messages
9. You are a receiver who prefers to

4.34

.807

5

Strongly
Agree

communicate with senders who u wording
and vocabulary that are easy to understand
Summary of Encoding

4.09

.722

Agree

/

5.2.3

/

Perception toward the Communication Process in term of Message
The result of the analysis of the data on the perception of the respondents in

terms of message showed that the respondents perceived that messages sending and
receiving in the organization were meaningful and accurate.
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As the respondents agreed with the messages, sending and receiving were
meaningful and accurate on the communication process in the organization, the
overall mean score is 3.81 with standard deviation of .726.

Table 5.2.3 Descriptive Rating of Communication Process of Message

Question
10. Messages sent in the company are

Mean

SO.

Mode

Qualitative

4.12

.868

5

Agree

4.16

.825

5

Agree

3.51

.979

3

Agree

3.45

.947

3

Agree

3.81

.726

-

Agree

meaningful
11. Messages received in the company are
meaningful
12. Messages sent in the company are
accurate
13. Messages received in the company are
accurate
Summary of Message

5.2.4 Perception towards the Communication Process in terms of decoding
The result of the analysis of the data on perception of the communication
process in term of decoding showed that the respondents interpreted messages they
received based on their educational background and experience.
The mean score of decoding was in the agree level with overall 3.49 and
with standard deviation of .624.
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Table 5.2.4 Descriptive Rating of Communication process in terms of
decoding
Question
18. As a receiver you interpret messages

Mean

SD.

Mode

Qualitative

3.50

.772

4

Agree

3.48

.870

3

Agree

3.53

.834

4

Agree

3.45

.808

3

Agree

3.49

.624

-

Agree

you receive based on your knowledge
19. As a receiver you interpret messages
-

you receive based on your experiences
20. As a receiver you interpret messages
you receive according to the meaning of
the sender
21. As a receiver you understand the
meaning of messages as sender it to be
Summary of decoding

5.2.5 Perception toward the Communication Process in tenns of noise.
The result of the analysis of the data on the perception of the respondents in
tenns of noise, suggested that the respondents perceived that there was no noise
(barrier) to effectiveness of the messages in organization as the respondents preferred
to communicate face-to-face. The mean score was 2.87, with standard deviation of
.728.
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Table 5.2.5 Description Rating of Communication Process in terms of noise.
Question
22. There are barriers that make it difficult

Mean

SD.

Mode

Qualitative

3.31

1.06

3

Indifferent

3.27

1.09

3

Indifferent

2.65

1.08

,:i

"

Indifferent

2.63

1.11

3

Indifferent

2.48

1.07

3

Disagree

-.

Indifferent

to get clear communication company
23. There are barriers that make it difficult
to get clear communication department
24. The oarriers to clear communication
occur as a result of your Attitude
25. The barriers to clear communication
occur as a result of your Perception
26. The barriers to clear communication
occur as a result of your Knowledge of the

~ !/,

'ft

issues
2.87

Summary of noise

.728

5.2.6 Perception toward the Communication Process in tenns of Feedback
The result of the analysis of the data on the perception of the respondents in
terms of feedback showed that the respondents provided their feedback promptly
when they received unclear messages, but were indifferent in tenns of sending
messages.
In general, the respondents agreed on the importance of feedback of
communication process with an overall mean of 3.72 and a standard deviation of .763.
Table 5.2.6 Descriptive Rating of Communication Process in terms of feedback.
Question
27. You always receive feedback on the

Mean

SD.

Mode

Qualitative

3.25

.936

3

Indifferent

4.19

.872

5

Agree

3.72

.763

-

Agree

messages that you send
28. When you receive unclear messages
you always ask senders to clarify
Summary of Feedback
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5.2.7. Perception toward the Perception Process.
The perception of I 00 respondents towards perception process could be
defined through the analysis of perception process

in terms of its related sub-

variables, i.e., occurrence of sensory stimulation (select), organization of sensory
stimulation (organize), interpretation and evaluation stimulation of perceiver's
experience, knowledge were as followed on table 5.2.7
Table 5.2.7 Descriptive Rating of Perception Process

Question
14. When you receive information you will

Mean

SD.

Mode

Qualitative

2.93

1.21

3

Indifferent

3.12

1.11

3

Indifferent

.915

3

Agree

3.55

.783

3

Agree

3.27

.713

-

Indifferent

select what you are interested in.
15. You organize information you are
interested in into the form of a complete
set of picture.
16. You interpret and evaluate information

3.49

based on your experiences
17. You interpret and evaluate information
based on your knowledge
Summary of perception

5.2.7.1 Perception towards occurrence of sensory stimulation (selecte).
The respondents perceived toward perception process in term of occurrence of
sensory stimulation (select) with indifferent level of mean score of 2.93, but quite low
degree of standard deviation of 1.21
The result of the analysis of the data on the perception of the respondents on
the perception process in terms of occurrence of sensory stimulation (select) of
information indicated that the selection of the information was not always based on
their interest.
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5.2.7.2 Perception toward organization of sensory stimulation (organize).
The respondents perceived toward perception process in terms of organization
with an indifferent level mean score of 3.12 and not quite high degree of standard
deviation of 1.11.
The result of the analysis of the data on the perception of respondents on the
perception process in terms of organization of sensory stimulation (organize)
indicated that the respondents did not organize the information they were interested in
into a set of complete set picture.

5.2.7.3 Perception toward Interpretation and evaluation stimulation of perceivers'
experience, knowledge.
The respondents' perception toward perception process m terms of
interpretation and evaluation stimulation of respondents' experience, knowledge was
in the agree level of mean score of 3.49, with standard deviation is .915, and the mean
score of interpretation and evaluation stimulation of respondents' knowledge with a
mean of 3.55, with standard deviation of .783.

,..,

The result of the analysis of the data on the perception of the respondents
showed that they did not always select the information they were interested and did
not organize the information they received into a complete set of picture either. But
on the contrary, they agreed in terms of the interpretation and evaluation of
information based on their own experiences and educational background.
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5.3

Perception of respondents on the Effective Communication
The perception of respondents towards effective communication in terms of

understanding, pleasure, attitude influence, improved relationship, and desired action
could be described through their answers to the questionnaire. Table 5.3.1 showed the
mean of each of the sub-variables and could be used to describe how respondents
perceived them.

5.3.1 Table Descriptive Rating of Effective Communication

Effective

Mean

SD.

Qualitative

1. Understanding

3.57

.879

Agree

2. Pleasure

3.75

.857

Agree

3. Persuasion

4.01

.841

Agree

4. Improved

4.31

.676

Strongly Agree

4.36

.759

Strongly Agree

\ iJ;

Communication

Relationship
5. Desired Action

5.3.2

Perception toward Effective Communication in term of Understanding
The result of the analysis of the data on the perception of the respondents in

terms of understanding, showed that overall of respondents perceived positively and
agreed on the understanding on information received. On the contrary, they did not
ensure themselves whether they could really achieve a common meaning of the
sending and receiving messages.
This analysis was supported by the mean score of 3.57 with standard deviation
of .879
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Table 5.3.2 Descriptive Rating of Effective Communication in term of
Understanding

Question
29. Sender and receiver of messages in the company

Mean

SD.

Mode

Qualitative

3.12

.856

3

Indifferent

3.51

.905

3

Agree

3.62

.885

3

Agree

3.91

.830

4

Agree

3.44

.820

4

Agree

3.47

.787

3

Agree

achieve a common meaning.
30. You understand the organization goal as

-

communicated to you by management.
31. You understand the organization policy as
communicated to you by management.
32. You understand the organization rules and
regulations.
33. You understand the quality assurance of ISO 9002
as communicated to you by management.
34. After you attended the training of the organization
you understood and gained knowledge from the
~

training course.
35. After you attended the training of the organization

3.94

.437

3

3.57

.879

-

you understood and gained knowledge to apply to your

,.

Agree

job.
The result of questionnaire in terms of Understanding

5.3.3

Agree

Perception toward Effective Communication in terms of Pleasure
The result of the analysis of the data on the perception of the respondents in

term of pleasure showed that the respondents perceived positively and agreed m
sending/receiving, understanding, each other in accordance with intended meaning.
This analysis was supported by mean score of 3.75 with standard deviation of
.857
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Table 5.3.3 Descriptive Rating of Effective Communication in term of
Pleasure

Question
36. As sender and receiver, we are pleased that we

· Mean

so.

Mode

Qualitative

3.75

.857

3

Agree

3.75

.857

-

Agree

understand each other in accordance with the intended
meaning.
The result of questionnaire in terms of pleasure

5.3.4 Perception towards Effective Communication in term of Persuasion
The respondents perceived toward effective communication in terms of
persuasion overly showed that they would be certainly persuaded to take action as
they interpreted from the message with an agreed level of mean score 4.01 with
standard deviation of .841 .
The result of the analysis of the data on the perception of the respondents in
term of persuasion showed that they preferred to receive clear and meaningful
messages as this could lead them to the same direction

Table 5.3.4 Descriptive Rating of Effective Communication in terms of
Persuasion

?~...,vQuestion

""r i:.I"

37. Receiving clear and meaningful messages from
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Mean

SD.

Mode

Qualitative

4.03

.858

4

Agree

3.99

.882

4

Agree

4.01

.841

-

Agree

management persuade you to follow organization goals.
38. Receiving clear and meaningful messages from
management persuade you to follow organization policies.
The result of questionnaire in terms of persuasion
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5.3.5 Perception towards Effective Communication in terms oflmproved Relationship
The result of the analysis of the data on the perception of the respondents in
term of improved relationship showed that the respondents had strong feeling in
giving cooperation, collaboration, created synchronization upon sending and receiving
clear and meaningful messages.
The respondents perceived strongly agreed on improved relationship based on
sending and receiving clear messages. The overall mean score was 4.31 with standard
deviation of .676

Table 5.3.5 Descriptive Rating of Effective Communication in terms of
Improved Relationship.

Question
39. As sender and receiver, you are willing to give

Mean

SD.

Mode

Qualitative

4.42

.741

5

Strongly Agree

,..

cooperation to every departments, if you receive a clear and
meaningful messages about work.
40. As sender and receiver, the understanding of intended

4.40

.725

5

Strongly Agree

-

meaning of the message create cooperative and
collaborative team work.
41. As sender and receiver a clear and meaningful

4.11

.886

5

4.31

.676

-

· Agree

messages as communicated by management create
synchronization among the staff.
Summary of Improved Relationship

'\J

Strongly Agree

5.3.6 Perception toward Effective Communication in terms of Desired Action
The result of the analysis of the data on the perception of the respondents in
term of desired Action showed that the respondents had the willingness to perform
upon receiving and sending clearance and meaningful message in order to achieve the
goal.

In general the respondents strongly agreed to the importance of desired action
of effective communication the overall mean score is 4.36 with standard deviation of
.759
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Table 5.3.6 Descriptive Rating of Effective Communication in term of
Desired Action.

Question
42. As sender and receiver clear and meaningful

Mean

SD.

Mode

Qualitative

4.36

.759

5

Strongly Agree

4.36

.759

-

Strongly Agree

organizational goals as communicated by management
lead you to perform my role in order to achieve that goal.
Summary of Desired Action

5.4 Correlation between Respondents' Demographic Profile and Communication
Process/Perception Process
Based on the research question in Chapter 1 (Section 1.3.4) and the research
hypothesis in Chapter 3 (Section 3.3) could be hereinafter described as follows:
Ho 1 : There is no significant relationship between Demographic profile and
Communication Process/Perception Process.
Hal : There is a significant relationship between Demographic Profile and
Communication Process/Perception Process.
The Chi-square was used to test the relationship between
demographic

respondents'

profile and communication process in terms of gender, age and

communication process, in terms of channel, encoding, message, decoding, noise,
and feedback
The Pearson Correlation was used to test the relationship between respondents'
demographic profile in terms of work place, educational level, position level, year of
service,income and communication process. Including the relationship between
respondents' demographic profile and perception process, that had range of confident
interval at 95%.
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The result of the data analysis used Chi-Square showed that there was no
significant relationship between gender, age and communication process.

5.4.1. The Relationship between Reserpondent's demographic profile in terms
of gender, age and Communication Process.
The result of the data analysis showed that there was no significant relationship
between the respondents' demographic profile in terms of gender and age with the six
sub-variables of the communication process. The null hypothesis (Hol) of the
testing

relationship were accepted at 95%

confidence interval (0.05 level of

significance) . The 2-tails significant values of relationship between the gender and
age

of

the

respondents' demographic profile and

six sub-variables

of

communication process , were accepted at greater than 0.025 level of significant.
Therefore, hypothesis one could not be rejected.

-
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5.4.1.1 The Relationship between Respondent's demographic profile in terms of
work place, educational level, position level, year of service, income, and
Communication Process

The result of the data analysis used Pearson Correlation showed the there
were significant relationship between the respondents' demographic profile and
communication process in terms of work place and channel, educational level and
channel, educational and encoding, year of service and channel, year of service and
encoding, year of service and messages, year of service and decoding, income and
decoding. Therefore, hypothesis one rejected Hol, that showed in table 5.4. l
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Table: 5.4.1 Pearson Correlation between respondents' demographic profile
and communication Process/ perception Process
Channel

Encoding

Message

Decoding

Noise

Feedback

Perception

Work

Pearson Correlation

.275

.080

.079

.169

.022

.149

.043

place

Sig. (2-tailed)
N

.006

.427

.427

.094

.828

.138

.672

100

100

100

100

100

100

100

Direction of

Positive

-

-

-

-

-

-

relationship
Educati
on
level

Pearson Correlation

.354

.202

.184

.163

-.012

.099

.033

Sig. (2-tailed)

.000

.044

.068

.107

.906

.326

.9n

N

100

100

100

100

100

100

100

Direction of

Positive

Positive

-

-

',,

-

-

-

relationship
Position
level

Pearson Correlation

.085

.032

.047

.046

-.037

.065

-.027

Sig. (2-tailed)

.398

.749

.646

.650

.714

.520

.788

N

100

100

100

100

100

100

100

Direction of

.

-

-

-

-

-

-

relationship
Year of

Pearson Correlation

-.459

-.272

-.217

-.199

-.014

-.134

-.140

service

Sig. (2-tailed)

.000

.006

.030

.048

.888

.182

.166

N

100

100

100

100

100

100

100

Direction of

Negativ

relationship

e

Income

Negative

Negative

Negative

-

-

-

(

Pearson Correlation

-.024

-.070

.050

.242

.056

.161

.010

Sig. (2-tailed)

.815

.490

.625

.016

.577

.109

.921

N

100

100

100

100

100

100

100

Direction of

.

-

relationship
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-

Positive

-

-

-

5.4.2 Work Place and Channel
The Pearson Correlation between Work Place and Channel was 0.275. The plevel of this correlation was 0.006 which were less than the 0.05 level of significant.
This meant that the two variables was positively correlated and that the two variables
are positively correlated and that this relationship was statistically significant at the
95% confidence level.

5.4.3

Work Place and Encoding, Work Place and Message. Work Place and

Decoding, work Place and Noise and Work Place and Feedback.
The Pearson Correlation between Work Place and Encoding, Message,
Decoding, Noise and Feedback were 0.080, 0.079, 0.169, 0.022, 0.149 respectively.
The p-level of these correlation are : 0.427, 0.427, 0.094, 0.828, 0.138 respectively,
which were greater than.the 0.05 level of significant. These mean that although the
two variables were positively correlated these relationships were statistically
insignificant at 95% confidence level.

5.4.4 Educational Level and Channel, Educational level Encoding
The Pearson Correlation between Education Level and Encoding were 0.354
and 0.202. The p-level of this correlation were 0.000 and 0.044, which less than the
0.05 level of significant. This meant that the two variables were positively correlated
and that this relationship was statistically significant at the 95% confidence level.
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5.4.5 Educational Level and Message. Education Level and Decoding and
Educational Level and Feedback.
The Pearson Correlation between Education Level and Message, Perception,
Decoding, Feedback were : 0.184, 0.099, 0.163, respectively. The p-level of these
correlation were 0.068, 0.326 and 0.107 respectively which were greater than 0.05
level of significance. These meant that although the two variables were positively
correlated these relationship statistically insignificant at 95% confidence level.

5.4.6 Educational Level and Noise
The Pearson Correlation between Education Level and Noise was -0.012. the
p-level of this correlation was 0.906, which greater than the 0.05 level of significance.
This meant that although the two variables negative correlation this relationship was
statistically insignificant at 95% confidence level.

r-

~

5.4.7 Position Level and Channel, Position Level and Encoding. Position Level and
Message. Position Level and Decoding.
The Pearson Correlation between Position Level and Channel, Encoding,
Message, Decoding were 0.085, 0.032, 0.047, 0.046. The p-level of these correlation
were 0.398, 0.749, 0.646, 0.650 respectively which were greater than the 0.05 level of
significance. These meant that although the two variables positively Correlated these
relationships were statistically insignificant at 95% confidence level.
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5.4.8 Position Level and Noise, Position Level and Feedback
The Pearson Correlation between Position level and Noise, Feedback were 0.037 and 0.027 respectively. The p-level of this correlation were 0.714 and 0.788
which were greater than the 0.05 level of significant. These meant that although the
two variables were negatively Correlated these relationships were statistically
insignificant at 95% confidence level

5. 4.9 Years of Service and Channel, Years of Services and Encoding, year of Service
and Message, years of Services and Decoding.
The Pearson Correlation between years of Service and Channel, Encoding,
Message, Decoding were --0.459, -0.272, -0.199 respectively. The p-level of these
correlation were 0.000, 0.006, 0.030, 0.048 respectively, which were less than the
0.05 level of significance. These suggested that the two variables strongly negative
correlated and that these relationships were statistically significant at the 95%
confidence level.

5. 4.10 Year of Service and Noise, Year of Service and Feedback
The Pearson Correlation between Year of Service and Noise and Feedback
were -0.014, -0.140 respectively. The p-level of these correlation are 0.888, 0.166
which were greater than the 0.05 level of significance. These meant that although the
two variables positively correlated these relationships were statistically insignificant
at 95% confidence level.
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5.4.11 Income and Channel, Income and Encoding
The Pearson Correlation between Income and Channel, Encoding were 0.024, -0.070. the p-level of these correlation are 0.815, 0.491 respectively which
were greater than the 0.05 level of significance. These meant that the two variables
negative correlated and that these relationships were statistically insignificant at the
95% confidence level.

5.4.12 Income and Message, Income and Noise, Income and Feedback.
The Pearson Correlation between Income and Message, Perception, Noise,
Feedback were: 0.050, 0.056, 0.010 respective. The p-level of these correlation were
0.625, 0.577, 0.921 which were greater than the 0.05 level of significance. These
meant that although the two variables were positive correlated these relationships
were statistically insignificant at 95% confidence level.

-
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5.4 .13 Income and Decoding
The Pearson Correlation between Income and Decoding was 0.242. The plevel of this correlation 0.016 which was less than the 0.05 level of significance.
This meant that the two variables were positively correlated and that this relationship
statistically insignificant at the 95% confidence level.
The Pearson Correlation Test result was showed in Table 5.4.1. Showed that
there were significant relationship between the respondents' Demographic Profile in
terms of work place, educational level, position level, year of service, income and
Communication Process.

Work place had positively relationship with channel p-

value were small than alpha value 0.006.

Educational level had positively

relationship with Encoding asp-value was smaller than alpha value 0.044. Years of
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0.006. Educational level had positively relationship with Encoding as p-value was
smaller than alpha value 0.044. Years of service had negatively relationship with
channel as the correlation value was -0.459. the p-value was with channel as the
correlation value was -0.459. The p-value was with less than alphas value 0.000 at
95% confidence interval level.

Years of service had negative relationship with

Encoding as the correlation value was -0.272. The p-value was less than alpha value
at 0.006 at 95% confidence initial level. Years of service had negative with message
as the correlation value was -0.217. The p-value was less than alpha value 0.030 at
95% confidence interval level. Year of service had negative with Decoding as the
correlation value was -0.199. The p-value was less than alpha value 0.048
Income had positively relationship with Decoding as p-value was smaller than
alpha value 0.016 at 95% confidence interval level.

5.4.14 Correlation between Respondents; Demographic Profile and Perception
Process.
The Pearson Correlation was used to test the relationship between the
respondents' demographic profile and perception process.
The result of the data analysis showed that there was no relationship between
respondents' demographic profile and perception process. Therefore, hypothesis one
could not be rejected Ho 1.
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5.4.15 Gender and Perception Process
The Pearson Correlation between gender and perception process was 0.021.
The p-level of this correlation was 0.834, which was greater than 0.05 level of
significant. This meant that although the two variables were positively correlation this
relationship was statistically insignificant at 95% confidence level.

5.4.16 Age and Perception Process
The Pearson Correlation between age and perception process was 0.092. The
p-level ofthis correlation was 0.362, which was greater than 0.05 level of significant.
This meant that although the two variables were positively correlated this relationship
was statistically insignificant at 95% confidence level.

5.4.17 Work place and Perception Process
The Pearson Correlation between work place and Perception Process was
0.043. The p-level of this correlation was 0.672, which was greater than 0.05 level of
significant. This meant that although the two variables were positively correlated this
relationship was statistically insignificant at 95% confidence level.

5.4.18 Educational level and Perception Process
The Pearson Correlation between educational level and perception process
was 0.033. The p-level of this correlation was 0.977, which was greater than 0.05
level of significant. This meant that although the two variables were positively
correlated this relationship was statistically insignificant at 95% confidence level.
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5.4.19 Position level and Perception Process
The Pearson Correlation between position level and perception process was 0.027 and the p-level of this correlation was 0.788, which was greater than 0.05 level
of significant. This meant that although the two variables were positively correlated
this relationship was statistically insignificant at 95% confidence level.

5.4.20 Year of Service and Perception Process
The Pearson Correlation between year of service and perception process was 0.140. The p-level of this correlation was 0.166, which was greater than 0.05 level of
significant. This meant that although the two variables were positively correlated this
relationship was statistically insignificant at 95% confidence level.

5.4.21 Income and Perception Process
The Pearson Correlation between income and perception process was 0.010.
The p-level of this correlation was 0.921, which was greater than 0.05 level of
significant. This meant that although the two variables were positively correlation this
relationship was statistically significant at 95% confidence level.

5.5. Correlation between Communication Process/Perception Process and Effective
Communication

In order to answer the research questions (problem) in Chapter I (section
1.3.3) and hypothesis were set in Chapter 3 (section 3.3). Thus, statistical hypothesis
could be described as follows :
Ho2

: There is no significant relationship between respondents'

Communication Process/Perception Process and Effective Communication
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Ha2 : There is significant relationship between respondents' Communication
Process/Perception Process and Effective Communication
The Pearson Correlation was used to test the relationship between
Communication Process/Perception Process and Effective Communication in terms
of Understand, Pleasure, Persuasion, Improved Relationship and Desired Action.
The result of the data analysis showed that there were significant relationship
between Communication Process and Effective communication .Therefore, the
hypothesis two, it rejected Ho2, that showed in table 5.5.1
Table 5.5.1 Pearson Correlation between Communication Process I Perception
Process and Effective Communication

.~

Understanding

Pleasure

Persuasion

Improve

Action

Relationship
Channel

Pearson

.155

.381

.235

.340

.199

Correlation

.123

.000

.019

.001

.047

Sig. (2-tailed)

100

100

100

100

100

N
Direction of

-

Positive

Positive

Positive

Positive

relationship
Encoding

Pearson

.314

Correlation

.001

Sig. (2-tailed)

~

~

.221

.519

.563

.480

.027

.000

.000

.000

100

100

100

100

100

N
Direction of

Positive

Positive

Positive

Positive

Positive

relationship

Message

Pearson

.327

.261

.590

.571

.510

Correlation

.001

.009

.000

.000

.000

Sig. (2-tailed)

100

100

100

100

100

N
Direction of

Positive

Positive

Positive

Positive

Positive

-

-

-

-

-

relationship

Direction of
relationship
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Decoding

Pearson

.245

.258

.283

.305

.194

Correlation

.015

.010

.005

.002

.055

99

99

99

99

99

Sig. (2-tailed)
N
Positive

Direction of

Positive

Positive

Positive

-

relationship

- Pearson
Correlation

Noise

-.043

-.114

.142

.080

.144

.669

.260

.158

.430

.152

100

100

100

100

100

Sig. (2-tailed)
N

-

Direction of

-

-

-

-

relationship
Feedback

Pearson
Correlation

i~

.434

.345

.329

.359

.334

.000

.000

.001

.000

.001

100

100

100

100

100

Sig. (2-tailed)
N
Direction of

Positive

Positive

Positive

Positive

Positive

relationship
Perception

Pearson

.091

.177

.049

.082

.102

Correlation

.370

.077

.626

.416

.313

Sig. (2-tailed)

100

100

100

100

100

N

!S

L

*

5.5.2 Channel and Understanding

The Pearson Correlation between Channel and Understanding was 0.155. The
p-level of this correlation was 0.123 which was greater than the 0.05 level of
significance. This meant that although the two variables were positively correlated
this relationship was statistically insignificant at 95% confidence level.

5.5.3 Channel and Pleasure. Channel and Persuasion. Channel and Improve
Relationship. Channel and desired Action.
The Pearson Correlation between Channel and Pleasure, Persuasion, Improve
Relationship, and Desired Action were 0.381, 0.235, 0.340, 0.199 respectively. The
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p-level of these correlation were 0.000, 0.019, 0.001, 0.047 which were less than the
0.05 level of significance. It meant that the two variables were positively correlated
and that these relationships were statistically significant at the 95% confidence level.

5.5.4 Encoding and Understanding. Encoding and Pleasure, Encoding and Persuasion.
Encoding and Improve Relationship. Encoding and Desired Action.
The Pearson Correlation between Encoding and Understanding, Pleasure ,
Persuasion, Improve Relationship, Desired Action were 0.134, 0.221, 0.519, 0.563,
0.480 respectively. The p-level of these correlation were 0.001, 0.270, 0.000, 0.000,
0.000 which were less than the 0.05 level of significance. These meant that each of
the two variables was positively correlated and that this relationship was statistically
significant at the 95% confidence level.

5.5.5 Message and Improved Relationship, Message and Desired Action
The Pearson Correlation between Message and Understanding, Pleasure,
Persuasion, Improve Relationship and Desired Action were 0.327, 0.261, 0.590,
0.571, 0.510 respectively. The p-level of these correlation were 0.001, 0.009, 0.000,
0.000 which were less than the 0.05 level of significance. These meant that each of
the two variables was positively correlated and that is relationships was statistically
significant at 95% confidence.
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5.5.6 Decoding and Understanding, Decoding and Pleasure, Decoding and Persuasion,
Decoding and Improved Relationship
The Pearson Correlation between Decoding and Understanding Pleasure,
Persuasion, Improved Relationship and Desired Action were 0.245, 0.258, 0.283,
0.305 respectively. The p-level of these correlation were 0.015, 0.010, 0.005 and
0.002 which were less than the 0.05 level of significance. These meant that each of
the two variables were positively correlated and that these relationships were
statistically significant at the 95% confidence level.

5. 5. 7 Decoding and Desired Action
The Pearson Correlation between Decoding and Desired Action was 0.194.
The p-level of this correlation was 0.055 which was greater than the 0.05 level of
significance. This meant that although the two variables were positively correlated
this relationships was statistically insignificant at 95% confidence level.

5.5.8 Noise and Understanding, Noise and Pleasure, Noise and Persuasion, Noise and
Improve Relationship, Noise and Desire Action

9

The Pearson Correlation between Noise and Understanding, Pleasure,
Persuasion, Improved Relationship, Desired Action were -0.043, -0.114, 0.142, 0.080
and 0.144 respectively. The p-level of these correlation were 0.669, 0.260, 0.158,
0.430, 0.152 which were greater than 0.05 level of significance. These meant that
although each of the two variables were positively correlated these relationships were
statistically insignificant at 95% confidence level.
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5.5.9

Feedback and Understanding, Feedback and Pleasure, Feedback and

Persuasion. Feedback and Improve relationship. Feedback and Desired Action
The Pearson Correlation between Feedback and Understanding, Pleasure,
Persuasion, Improve Relationship, Desired Action were 0.434, 0.345, 0.329, 0.359,
0.334 respectively. The p-level of these correlation were 0.000, 0.000, 0.001, 0.000,
0.001 which were less than the 0.05 level of significant. These meant that each of the
two variable were positively correlated and that these relationships was statistically
significant at the 95% confidence level.

5.5.10 Correlation between Perception Process and Effective Communication.
The result of the data analysis showed that there was no significant
relationship between Perception Process and Effective Communication. Therefore,
hypothesis two, it could not be rejected Ho2, that showed in table 5.5.

5.5.11 Perception Process and Effective Communication in terms of Understanding,
Pleasure, Persuasion. Improved Relationship, and Desired Action.
The Pearson Correlation between Perception Process and Effective
Communication in terms of understanding, pleasure, persuasion, improved
Relationship, desired Action were 0.910, 0.177, 0.049, 0.082, 0.102 respectively. The
p-level of these correlation were 0.370, 0.077, 0.626, 0.416, 0.313 which were greater
than the 0.05 level of significance. These meant that although the two variables were
positively correlated these relationship were statistically insignificant at 95%
confidence level.
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Chapter 6

Summary of finding, Conclusion and Recommendations

The statistical results have been generated and interpreted based on the
research questions, hypothesis and objectives. Hence, this research would give a
clear insight into the readers by means of precise conclusion stating clearly the
important issues.

Besides, the recommendations should be useful for further feasible

actions. Hereinafter, the summary of findings, conclusion and recommendations are
presented.
6.1 Summary of Findings
The findings stipulated in Chapter 5 could be summarized as follows.
•

What are the respondents' demographic profiles in terms of gender. age,
educational level, position level, working year and income level ?
In terms of gender out of the total 100 respondents, 59 persons were

male representing 59%, and 41 persons were female representing 41 %
In terms of age, the biggest group was the age between 21-30 years
composing 59 persons representing 59%
In terms of working place, the majority worked at Prapradaeng plant,
67 persons representing 67% of the total.
In terms of educational level, the largest group of 41 persons hold
Bachelor's Degree, comprising 41 %
In terms of position level, 80 respondents representing 80% were lower
position (i.e. clerks, workers, officers), 17 respondents representing 17% were
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in the middle level (clarifying supervisors) and 3 respondents representing 3%
were at the top level (clarifying as Senior Managers)
In terms of working year, it was divided into 3 ranges,: 28 persons
(28%) work between 1-3 years, 21 persons (21 %) worked for the company
are working with the company between seven to ten years. There are 19%, 19
persons who worked for the company more than ten years. Only 7%, 7
persons work with the company less than 1 year. The period or working years
shows that most of the respondents are loyal to the company.

In terms of income level, 42 persons (42%) receive a salary less than
Bht 10,000.-, 45 persons (45%) receive salary between Bht 10,001 - to Bht
30,000.-. There are 3 persons (3%) who receive salary between Bht : 30,001
to Bht 40,000. The earning bracket above Bht : 40,001 to Bht : 60,001
includes only 5 persons (5%)

-....

l::lt
6.1.1 The Conclusion of the respondents' demographic profile.

The respondents' demographic profile showed that most of them were
men. The majority of respondents were working at Prapradaeng office (which
was the head office). The majority of respondents were young with age
between 21-30 years. Regarding the job level the majority of the respondents
were at low level. Most of the respondents have been working with the
company over 3 years, which showed that the company could gain loyalty
from this group.
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6.1.2 The Recommendation of the respondents' demographic profile

To increase the potential capability of the workers of this company for
effective communication. The recruitment office should consider the academic
qualification and recruiting rank and file workers with bachelor's degree and
strike a balance between men and women.

•

What are the perception of respondents on the communication process in
terms of channel, encoding, message, decoding, noise, Feedback?
All respondents perceived on the communication process in terms of

channel (mean = 3.56), encoding (mean = 4.09), message (mean = 3.81),
decoding (mean= 3.49) noise (mean= 2.87), feedback (mean= 3.72). Overall
the perception of the respondents agreed to the communication process used
in the organization. The respondents perceived neutrally on noise (mean

=

2.87) of information which flowed in the organization.

6.1.3

The

conclusion

of

the

respondents'

perception

on

the

N

communication process.

Overall respondents agreed on the importance of "noise" in their
perception of the communication process in terms of channel, encoding,
message, decoding and feedback. There was a clear understanding that the
communication process would required these variables to be functional.
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6.1.4 The recommendation for the communication process.
In any communication process between and among groups m the
organization, it is recommended to have effective provisions for the channels
of communication to enable the members of communication to encode, decode
and feedback effectively the message to be made. This means that people in
the organization be allowed to use many different ways to communicate since
messages are important to be effective at work.

•

What are the perception of respondents on the perception process?
The respondent perceived on the perception process in terms of

occurrence, organization, interpretation and evaluation (mean = 3.27 at
standard deviation of 0.713).

The result of perception process of the

respondents showed that they had less concentration on the selection and
organization of the information they received.

As a they did not bring

information into one complete set.

6.1.5 The recommendation for perception process.

*

As perception process and communication process was reciprocal. In
order to be effective communication, management have to set the training
program concern on perception process in terms of selection and organization
of the information the respondents received in order to achieve the intended
meaning of the sender. This kind of training could be change the respondents'
mindset as perception process is one of the most important processes, that
enable

to lead

the respondents and their management

organizational goals.
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to reach

the

•

What are the perception of respondents on effectiveness of communication
in Pacific Pipe Co.,Ltd. in terms of understanding, pleasure, persuasion,
improved relationship and desired action?
The perception of respondents on effectiveness of communication in

Pacific Pipe Co.,Ltd. in terms of understanding (mean= 3.57), pleasure (mean
= 3.75), persuasion (mean= 4.01), improved relationship (mean= 4.31) and
desired action (mean= 4.36). Overall the perception of respondents agreed
on effectiveness of communication in their organization.

Particularly the

respondents had perception of strongly agreed on improved relationship, and
desired action.

6.1.6 The conclusion of the respondents' perception on the effective

-

communication.

There is an agreement among respondents on the effectiveness of
communication m the organization where these variables are highly
considered.

6.1. 7 The recommendation for the effective communication.

Overall the respondents agreed on the effectiveness of the
communication process on all variables of understanding, pleasure,
persuasion, improved relationship and desired action. Accordingly, top
management and all other managers should support their employees'
perception of the effective communication in order to be understood
effectively when each of these variable are considered by arranging the
channel of organizational communication which also should extend to
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newsletter, memos etc. Indeed managers should be able to examine of what
constitutes effective communication. This will be indicated that the
communication will be effective to the degree to which the message as it is
intended by the sender corresponds to the message as it is received and
responded by the receiver.

•

What is the relationship between respondents' demographic Profile and
communication process/perception process and effective communication?.
The result of the analysis showed that there were relationship between

respondents' demographic profile and communication process in term of on
Work place had positive relationship with channel (Pearson correlation was
0.275, P-value

=

0.006). This indicated that as the operational area divided

into three locations, therefore the respondents had to look into the workplace
and selected the appropriate channel to communicate for different work
locations. Educational level had positive relationship with channel (Pearson
correlation was 0.354, P-value

=

0.000). This indicated that the respondents

who were highly educated consider to select channel in order to convey
message, information between sender and receiver.

Years of service and

Channel had negative relationship (Pearson correlation was -0.459, P-value

=

0.000). This indicated that the more senior respondents were, the had less
consideration in choosing channel to delivery their information to others.
Years of service

had negative relationship with encoding, message, and

decoding .This showed that the more senior respondents were, they had less
concentration on their awarness in selecting wording, translating information
into message in order to make clear on the messages they send or receive to
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communicate others. Income and decoding had positive relationship (Pearson
Correlation was 0.242, P-value = 0.016).

This showed that overall

respondents had more awareness of the interpretation of message as it could
directly affect their income.
Regarding the relationship between respondents' demographic profile
and perception process. The result of data analysis showed that there was no
significant relationship between respondents' demographic profile and
perception process. This indicated that most of the respondents were lack of a
systematic thinking, as the result of perception process from the questionnaires
showed that the respondents did not select, and organize information they
received into a complete set of picture.

Hence, their interpretation and

evaluation might not be accurate according to the right source of information

-

that they received.

r-

~
6.1.8

The

conclusion

of the

relationship

between

respondents'

demographic profile and communication process.
These were positive relationship between respondents' demographic
profile and communication process in terms of Work place and channel as the
operation area are divided into three locations, therefore the respondents had
to select the channel to communicate between each location. Educational
level and channel. This showed that the respondents who had high education
they considered to select channel to convey message between each others.
Educational level encoding, this showed that the respondents who had
educated considered to select wording to communicate between each others.
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Income and decoding, as the respondents awarded on the interpretation for
message meaning as it had influence to their income.
There were negative relationship between respondents' demographic
profile and communication process in terms of years of service and channel.
This showed that, the more senior respondents were, they had less
concentration in choosing channel to delivery their information to others. Year
of service and encoding, this showed that the more senior respondents were,
they had less concentration to select wording to communicate with others.
Year of service and message. This showed that the more senior respondents'
were, they had negligence of the messages conveyed among themselves. Year
of service and decoding, this showed that the more senior respondents were,
they had less awareness in translating information they receive into message
in order to share meaning with others.

,.....

l:a

6.1.9 The recommendation for the relationship between respondents'
demographic profile and communication process.
There was a negative relationship between respondents'
demographic profile and communication process in terms year of service and
channel, year service and encoding year of service and message, year of
service and decoding. Hence, management should consider on these and
arrange the training

program concern on changing of new

mindsets,

creativity thinking etc. This implied that they should give clear and complete
information the communicate to each other. This will bring mutual benefit to
staff and organization.
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6.1.10 The relationship between communication process I perception
process and effective communication.
The result of the statistical data analysis by using Pearson Correlation
indicated that there were significant relationship between communication
process and effective communication.

The communication process had

relationship with effective communication in terms of channel and pleasure.
The Pearson Correlation (was 0.381, P-value

=

0.000) which showed positive

relationship. This meant that the more the respondents (sender/receiver) knew
how to choose appropriate words I vocabularies to communicate, the more
they could make the other feel pleasant in

converting their messages.

Channel and persuasion had positive relationship (Pearson Correlation was
0.235, P-value = 0.019). This indicated that the way message was conveyed
by face-to-face, written (memos), spoken could encourage and create the
persuasion between each other.

Channel and improved Relationship had

positive relationship (Pearson Correlation was 0.340, P-value = 0.001). This
indicated as they had positive relationship between channel and pleasure I
channel and persuasion, so the improved relationship occurred accordingly.
Encoding and understanding had positive relationship (Pearson Correlation
was 0.314, P-value

=

0.001).

This indicated that the respondents chose

appropriate words/vocabularies to communicate with others, it made others
understand of the intended meaning. Encoding and Persuasion had positive
relationship with Persuasion (Pearson Correlation was 0.519, P-value
0.000).

=

Encoding had positive relationship with improved relationship

(Pearson Correlation was 0563, P-value

=

0.000).

Encoding had positive

relationship with desired action (Pearson Correlation was 0.480, P-value
108

=

0.000). It could be concluded that when the respondents choose appropriate
word/vocabularies to communicate with others, this would create, the
understanding, persuasion, improved relationship and desired action. Message
had positive relationship with

effective communication in terms of

understanding, pleasure, persuasion improved relationship, and desired action
(Pearson correlation were indicated respectively: message and understand
Pearson Correlation 0.327, P-value = 0.001, message and pleasure : Pearson
Correlation was : 0.261, P-value : 0.009, message and persuasion Pearson
Correlation was 0.0590, P-value

= 0.000,

message and improved relationship

Pearson Correlation was 0.571, P-value = 0.000, message and desired action
Pearson Correlation was 0.510, P-value = 0.000. This meant that meaningful
message and accurate message led to better understanding, pleasure,
persuasion, improved relationship with understanding (Pearson Correlation
was 0.245, P-level = 0.15.) Decoding also had positive relationship with
pleasure, persuasion, and improved relationship.

The Pearson Correlation

showed respectively (0.258, P-value 0.010/0.283, P-value 0.005 and 0.305, Pvalue

=

0.002).

This could be interpreted that decoding of accurately

messages of intended meaning

created to the understanding which had

directly relation to pleasure, persuasion and improved relationship Feedback
had positive relationship with understanding, pleasure, persuasion, improve
relationship and desired action. The Pearson Correlation showed respectively
(0.434, P-value 0.000/0.345, P-value = 0.00010.329, P-value = 0.00110.359, Pvalue

=

0.000/0.334 P-value

=

0.001 ).

This could be interpreted that the

respondents gave feedback to the information they received when they
understood and led to the effective communication process.
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6.1.11 The relationship between respondents' perception process and
effective communication.
The result of the statistical data analysis of Pearson Correlation
indicated that there was no significant relationship between respondents'
perception process and effective communication.

This indicated that the

respondents did not bring their perception process in terms of selecting,
organizing the information they received into a complete set. Therefore, the
process of their interpreting and evaluating of the information they received
could not be able to achieve the intended meaning of the sender. In this point
of view , it led to a failure communication.

6.2 Conclusion
After the data had been compiled, the result of statistical analysis showed
that there was no relationship between the respondents' demographic profile with
perception process. There was no relationship between the respondents' perception
process to effective communication either.
respondents were to combine out of

In this point of view, the overall

their perception process with

their

communication process, while they received information. The lack of the perception
process of the respondents led them to unsystematic thinking for selecting,
organizing, interpreting and evaluating of stimulation of information which they
received. It is important to note Dennis S. Gouran, Larry D. Miller and William E.
Wiethoff (1992) who described that the relationship between communication and
perception is "reciprocal".

"The effects of perception on communication and of

communication on perception have implications for level of understanding
communicators achieve their possibilities for exercising influence, and the quality of
110

relationship they develop."(Dennis S. Gouran, Larry D. Miller and William E.
Weithoff (1992):Mastering Communication Essential. p.44)

Hence,

this study

indicates that the respondents lack of some skill of human information processing or
logical thinking , institute holistic, would be ineffective communicators

6.3 Recommendation
Effective communication is the ideal end result that management aim to
achieve for success in business. As the effective communication

will bring about

close correlation between management, manager, employees and profitability. From
the research , it can be concluded that respondents indicated several development
areas toward effective communication, which all managers have to pay attention to
that is their employees really possess perception process.

6.3.1

Recommodation

for

Organizational

,_.

~

development

-

for

effective

communication.
Based on the research finding and conclusion,

there is a room

for

improvement on effective communication of individuals toward their perception
process in the organization. In order to assist the management to achieve organization
development goal and enhance mutual benefit to the organization, management
should consider the following factors.

First on the recruitment for new employees.

The HR. department needs to include a testing on perception as a part of the
recruitment and selecting process. Second. training program for their employees. The
titles of training programs are as follows :
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1. Teaching Critical Thinking
2. Human Processing of thinking
3. The art of systems thinking
4. Essential Skills for creativity and Problem Solving
As these programs would enable the employees to bring their perception
process to

c~mnect

with their communication process in order to gain accurate

information concerning the organizational communication .

Through effective

communication, one can create mutual benefits of both employees and organization,
and this would be beneficial to all parties concerned.

6.3.2 Recommendation for Further Research
Further research could be done to find out what kind of intervention will
respond to awareness of perception and effective communication.
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Questionnaire
This questionnaire was an instrument to obtain primary data for a thesis of
Master Degree of Management. The researcher was obliged to keep all data answered
by you confidentially. Therefore, you were requested to answer all questions freely with
your own attitude and perception. The questions were all about various aspects of
communication process rebated to perception process and to effective communication.
This questionnaire consists of three parts i.e.
Part I : Demographic Profile
Part II : Communication Process I Perception Process
Part III : Effective Communication
Direction: The Following statement are to indicate your attitude toward overall
Environment of the company concerning with communication/Perception process.
Please circle ( 0 ) your opinion on only one scale in each statement that best describes
youropm1on
There are five scales:

5 =Strongly Agree
4 =Agree
3 = Undecided
2 =Disagree
1 = Strongly Disagree
Part II : Communication Process and Perception Process
Channel

1. You are a sender who prefers to communicate with others by face-to-face
5

4

2

3

1

2. You are a receiver who prefers to communicate with others by face-to- face
4
3
5
2
1
3. You are a senders who prefers to send all messages in writing.

5

4

2

3

1

4. You are a receiver who prefers to receive all messages in written form.

5

4

3

2

1

5. You are a sender who prefers to send all messages orally.

5

4

2

3
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6. You are a receiver who prefers to receive all messages orally.
5

4

2

3

Encoding:
7. You are a sender who always divide receivers into groups in order
to select wording/vocabulary to communicate with them.
5

4

2

3

1

8. You are a sender who considers that the selection of wording and vocabulary
is necessary to make clear and understandable messages.
5

4

2

3

1

9. You are a receiver who prefers to communicate with senders who use simple
wording and vocabulary that are easy to understand.
5

4

2

3

1

Message:
10. Messages sent in the company are meaningful.
5

4

3

2

1

11. Messages received in the company are meaningful
5

4

3

2

1

12. Messages sent in the company are accurate.
5

4

2

3

~

*

1

13. Messages received in the company are accurate.
5

4

3

2

1

Perception:
14. When you receive information you will select what you are interested in.
5

4

2

3
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15. You organize infonnation you are interested to fonn a complete sensible
picture.
5

4

2

3

1

16. You interpret and evaluate infonnation based on your experiences.
5

4

2

3

1

17. You interpret and evaluate infonnation based on your knowledge.
5

4

2

3

1

Decoding:
18. As a receiver you interpret message you receive based on your knowledge.
5

4

3

2

1

19. As a receiver you interpret message you receive based on your experience.
5

4

2

3

1

20. As a receiver you interpret message you receive according to the intended
meaning of the sender.
5

4

3

2

1

21. As a receiver you understand the meaning of messages as the sender
intended it to be.

5

4

2

3

1

22. There are barriers that make it difficult to get clear communication in the
Company
5

4

2

3

1

23. There are barriers that make it difficult to get clear communication in the
Department
5

4

3

2

l

24. The barriers to clear communication occur as a result of your Attitude
5

4

2

3
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25. The barriers to clear communication occur as a result of your Perception
5

4

2

3

1

26. The barriers to clear communication occur as a result of your Knowledge cf
the issues
5

4

2

3

1

Feedback: 27. You always receive feedback on the messages that you send
5

4

2

3

1

28. When you receive unclear message you always ask senders to clarify
5

4

2

3

1

Part III Effective Communication
Understanding:
29. Sender and receiver of messages in the company achieve a common
meaning.
5

4

2

3

1

30. You understand the organizational goal as communicated to you by
management.
5

4

2

3

1

31. You understand the organizational policy as communicated to you by
management.
5

4

2

3

1

32. You understand the organizational rules and regulations
5

4

2

3

1

33. You understand the quality assurance ofISO 9002 as communicated to yoL
by management.
5

4

3

2
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34. After you attended the training of the organization you understood and
gained knowledge from the training course.

3

5

2

35. After you attended training course outside the organization, you understood
and gain knowledge to apply to your job.

2

3

5

1

Pleasure:
36. As sender and receiver, we are pleased that we understand each other in
accordance with the intend meaning.
5

4

2

3

I

Persuasion:
37. Receiving clear and meaningful messages from management persuade you
to follow organizational goals.
5

4

2

3

1

r-

38. Receiving clear and meaningful messages from management persuade you
to follow organizational policies.
5

4

3

2
I\ (

Improved Relationship:

1

969

39. As sender and receiver, you are willing to give cooperation to every
department, if you receive a clear and meaningful messages about work.
5

4

2

3

1

40. As sender and receiver, the understanding of intended meaning of the
message create cooperative and collaborative team work.
5

4

2

3

1

41. As sender and receiver a clear and meaningful messages as communicated
by management create synchronization among the staff

5

4

2

3

117

1

Desired Action:
42. As sender and receiver a clear and meaningful organizational goals as
communicated by management lead you to perform your role in order to
achieve that goal.
5

4

3

2

1

'"ER /'fy
()~

~
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