Open Access Library Journal
2024, Volume 11, e11242
ISSN Online: 2333-9721

ISSN Print: 2333-9705

The Relevance of Communication as a
Promoter for Employee Performance in the
Selected KwaZulu-Natal Municipalities

Sijuwade Adedayo Ogunsola!’, Bongani Innocent Dlamini?, Nobubele Potwanal,
Ntombizandile Victoria Sinekel, Robert Walter Dumisani Zondol, Adewale Titus Elewode?,

Oluwafemi Adedeji Ogunsola3

'"Faculty of Management Sciences, Durban University of Technology, Durban, South Africa

Hezekiah Oluwasanmi Library, Obafemi Awolowo University, Ile-Ife, Nigeria

3Faculty of Education, University of Ibadan, Ibadan, Nigeria

Email: *sijuwadeo@dut.ac.za, sinekenv@dut.ac.za, nobubelep96@gmail.com, dlaminibi@dut.ac.za, dumisaniz@dut.ac.za,

atelewode@oauife.edu.ng, ogunsolaoluwafemi@ymail.com

How to cite this paper: Ogunsola, S.A.,
Dlamini, B.I, Potwana, N., Sineke, N.V.,
Zondo, R.W.D., Elewode, A.T. and
Ogunsola, O.A. (2024) The Relevance of
Communication as a Promoter for Employee
Performance in the Selected KwaZulu-Natal
Municipalities. Open Access Library Journal,
11: el1242.
https://doi.org/10.4236/0alib.1111242

Received: January 20, 2024
Accepted: July 26, 2024
Published: July 29, 2024

Copyright © 2024 by author(s) and Open
Access Library Inc.

This work is licensed under the Creative
Commons Attribution International
License (CC BY 4.0).
http://creativecommons.org/licenses/by/4.0/

(QROR ores s

Abstract

People are bound together through communication, regardless of their back-
grounds. Communication is the ability to transfer knowledge from one indi-
vidual to another. Underestimating the feelings and intentions that underlie
the information is a necessary part of good communication. The ideal way to
get the most out of employees is therefore something that managers in lea-
dership roles must comprehend. After that, communication systems man-
agement should be examined to make sure it is operating efficiently. The
study set out to determine whether extensive communication could boost
productivity in a municipality. It also sought to determine whether regular
feedback, open channels of communication, valuing employee opinions, and
idea sharing among municipal employees all contributed to improved per-
formance. The study used both quantitative and qualitative methodologies in
a mixed-method research strategy to achieve its stated aims. Data were ac-
quired from the uBuhlebezwe Municipality, where a sample size of 80 res-
pondents was produced by applying a simple random sampling procedure.
Ten workers were selected by convenience sampling for the qualitative study
through a focus group held at the Ray Nkonyeni Municipality. The outcomes
of both methods indicate that the best strategy to improve operational excel-
lence in the selected Municipalities is through communication. Nevertheless,
this depends a lot on the efficiency and accessibility of the channels for com-
munication. The principal suggestions for department heads and municipal
managers are to value all employee ideas, regardless of their standing within
the company, and to use good communication as a strategic weapon. In a mu-
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nicipal context, managers ought to include staff members in decision-making
as well, particularly when creating policies. Additionally, it is critical that
municipal workers have access to enough resources to carry out their daily
responsibilities because insufficient resources result in subpar work and a lack
of communication. However, when ideas are not visibly dispersed, the objec-
tive for which communication is set is useless. Providing frequent and trans-
parent feedback to staff members on their areas of wins and weaknesses can
boost the operational output and enhance their performance.

Subject Areas

Economics

Keywords

Communication, Employee Performance, Manager, Municipality,
KwaZulu-Natal

1. Introduction

Businesses at present are currently compelled to review their long-term organi-
sational strategies in light of the unstable and dynamic state of the economy.
Organisations are constituted and reconstituted through member contact, as
they are not self-contained entities. In the view of Harris and Sherblom (2018)
[1], communication is an exchange between two or more individuals that entails
idea sharing, teamwork, listening, and learning to set expectations for one
another to accomplish a common objective. The situation in municipalities is
the same. It is also important to consider the possibility that business operations
could receive inaccurate information from pointless communications, which
would then result in managers, employees, or business owners making unwise
decisions. To prevent misunderstandings, all parties involved should make sure
that the meaning created is consistent and that everyone understands the value
of clear messaging. Feedback should also align with the message’s overall pur-
pose.

Furthermore, Langer, Feeney and Lee (2019) [2] emphasized the need for
managers to provide employees with clear job information in the business envi-
ronment, where understanding of concepts conveyed, and suitable reactions are
essential. Whether in a corporate or municipal setting, managers must provide a
clear grasp of the precise meaning and purpose of communications to prevent
misunderstandings. According to Karney and Bradbury (2020) [3], understand-
ing the information shared by both sides is necessary for the communication
process to be successful; otherwise, the process is ineffective. While it may ap-
pear simple, communicating with employees is a process that is rife with mis-
communication errors. When communication is meant to be the foundation of

performance, it can go wrong, and as a result, companies may struggle to meet
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their goals. This issue appears to be a significant barrier to managers providing
staff with accurate information and flawless communications regarding the
completion of daily tasks. When managers and employees communicate, the in-
formation they share needs to be understood for a response and outcome to be
realized.

The basis for this study is the fundamental communication techniques that
corporate and municipal management use to interact with their subordinates ef-
ficiently so that they can reach their goals. This study aims to determine whether
better communication leads to improved employee performance in a few chosen
municipalities in KwaZulu-Natal, South Africa. This study is meant to address
the general research problem of whether increased operative excellence in the
chosen KZN Municipalities was influenced by effective communication. The
objectives of the study that were pursued to respond to the research question
above are:

1) To establish the extent to which the sharing of ideas creates openness
among municipal employees within the identified municipalities in KZN;

2) To examine whether regular feedback contributes to improved employee
performance in selected KZN municipalities;

3) To determine whether open channels of communication mitigate misun-
derstandings between municipal management and employees at selected muni-
cipalities in KZNj

4) To determine whether the recognition of employee opinions increases mu-

nicipal employee performance at selected municipalities in KZN.

2. Conceptual Framework

Scholarly investigation into communication has been ongoing for some time.
Communication theory explains the various concepts, techniques, and constitu-
ents that can impact a message. The scientific method of transmitting and re-
ceiving information is examined by this theory. On the other hand, traditional
theories of management also view communication as essential.

Henry Fayol (1949) [4], who was rightly referred to as “the father of modern
operational management theory” by Koontz and O’Donnel (1976) [5], was a
prominent proponent of these theories. Planning, organizing, command, coor-
dination, and control are the components of Fayol’s theory. Even though the
author does not include communication as a management component, academ-
ics who have studied his work have pointed out that all these components re-
quire communication between managers and staff. Therefore, one may consider
communication to be an implicit component of Fayol’s management elements.

There are several models of communication that theorists have created. For
instance, Shannon and Weaver (1949) [6] created the Shannon-Weaver model, a
one-way or linear model. The sender, encoder, receiver, and decoder are the
main components of this. According to Shannon and Weaver (1949) [6], aca-

demics studying communication, especially in organisational contexts have pri-
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marily drawn their conceptual framework from the linear model of communica-
tion. This model, according to Shannon and Weaver (1949) [6], is a mathemati-
cal theory of communication that entails dependent and integrated sets of ele-
ments cooperating for a common goal. Referred to as a one-way process of
communication, the linear model consists of sender, message, channel, noise,
and receiver as components that lessen misunderstandings and miscommunica-
tion. This model consists of dependent and integrated sets of elements that coo-
perate to achieve a common goal. Shannon and Weaver (1949) [6] perceive the
linear model as the means of determining the essential components of commu-
nication. It consists of components that lessen misunderstandings and poor

communication. This model is shown in the diagram (see Figure 1).

Communication —»| Message L Channel —» Noise ] Receive

Feedback

Figure 1. The Linear Model of Communication. Source: Shannon and Weaver (1949) [6].

Being the primary message provider in an organization, the manager has a
responsibility to ensure that all employees receive accurate, precise, and
well-explained messages. Employees are the recipients of job-related informa-
tion, and channels of communication are the means by which this information is
received. To properly respond to the message, staff members should be aware of
the meaning of every word. A manager’s and employee’s communication results
in feedback. This occurs when the recipient returns the message to the sender to
determine whether or not it was completely understood. That being said, before
the employee receives the initial message, there could be some “noise” variables
that interrupt it. The final understanding of the message needs to coincide with

the original concept that the communicator set out to convey.

3. Communication

Keyton (2017) [7] portrays communication as a human activity that unites
people from all backgrounds. It is a way of transmitting information from send-
er to recipient that allows the recipient to comprehend the information and re-
spond to the sender by acting on the message they have received. The ability to
communicate ideas simply and effectively to others so that tasks are completed
and understood is the cornerstone of communication in the business.

Newnam and Goode (2019) [8] describe communication as the ability to read
the audience and send and receive messages. People can exchange ideas, facts,
feelings, and opinions while working together to create value for the shared task.

Harmonious brainstorming that takes place at the team level means employees
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contribute a personal approach, which improves the manner of realising person-
al goals in an organization. Managers, in the spirit of harmony, thus have a
greater responsibility to put together views, thoughts and opinions of people
from the team thinking or deliberation. The main purpose of brainstorming in
an organization is to exert key points on which decision-making is displayed to-
tally to the organisational action plan. Teams or employees can expedite their
experiences through brainstorming sessions with various experts from different
departments by using good communication within the organization to obtain
knowledge, skills, and experience.

According to Petronio, Child and Hall (2021) [9], functioning together as a
team is one strategy for forging an organisational relationship between workers
and management. The use of communication is projected to encourage active
engagement and raise employee morale in the workplace. This is because com-
munication is a prerequisite that contains knowledge that supervisors utilize to
teach staff members about their jobs in an office environment. This information
encompasses not only beliefs, attitudes, instructions, and even emotions, but also
ideas, concepts, and viewpoints. Hence communication must not be used to
deceive parties involved at any stage of the process.

Ozgetin (2023) [10] concluded that communication is a cooperative activity
that entails the exchange of thoughts, feelings, and views from the decoder to get
feedback. Speaking, listening, watching, questioning, digesting, analyzing, and
evaluating are some of the intrapersonal and interpersonal abilities needed to
carry out a message from the originator to the recipient. This communication
paradigm encourages cooperation between employers and employees inside a
company. Communication, when viewed from a business viewpoint, is the out-
come of merging organisational elements and personal traits to ensure an effi-
cient management system. To certify that the message remains unbroken, man-
agers must correctly and clearly illustrate the tasks that need to be accomplished.
However, a lack of clear communication might lead to a lack of cooperation on
the part of staff members.

From the views of the scholars above, businesses are using good communica-
tion and clear goals as a new turn-around strategic tool to influence their em-
ployee performance. Successful communication makes it easier for departments
and employees to collaborate, which guarantees that managers carry out their
responsibilities in an efficient manner. It guarantees employees’ purposeful be-
haviour and improves teamwork. In carrying out their managerial responsibili-
ties, managers should make sure that an efficient communication mechanism is
dynamic to guarantee the organization’s performance and long-term viability.
These are planning procedures that cover the main goals of the organization and

offer suggestions on how to realize the organization’s general future course.

4. Employee Performance

According to Diamantidis and Chatzoglou (2018) [11], employee performance is
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a measure of how successfully employees accomplish their duties and behave at
work. It affects staff retention rates, company culture, income, and customer sa-
tisfaction, to name a few results, making it essential to every aspect of the busi-
ness. Employee success, productivity, and size are all factors in an employee’s
performance. An employee’s performance also indicates how valuable they are
to the business. Employee performance acts as a stand-in for return on invest-
ment because employees are an investment. Hiring and retaining personnel with
high-performance levels is a goal shared by all businesses. Furthermore, even
while an organization cannot completely control output, it can help employees
perform to the best of their abilities by making sure they have adequate support.
A happy workforce produces better work.

Buil, Martinez and Matute (2019) [12] contributed to the conversation by
pointing out that employee performance is related to roles or responsibilities,
which means that workers must possess the essential knowledge, skills, and a
willing attitude to carry out their tasks. Furthermore, according to Buil,
Martinez and Matute (2019) [12], enhancing employee performance is an ongo-
ing process that involves standard-setting, appraisal, and evaluation to match
actual performance with intended strategic organisational goals. Companies
must find a way to maximize employee performance and employee retention if
they want to succeed in the present market. By supporting staff members in as-
suming greater responsibility in their existing positions this helps the company
not only identify, select, and train the best prospects but also builds a pipeline of
future leaders.

Virgiawan, Riyanto and Endri (2021) [13] share similar opinions in describing
employee performance as how a worker performs the responsibilities of their
position, finishes necessary assignments, and acts in the workplace. The number,
quality, and efficiency of work are all factors in performance evaluations. Lead-
ers can provide an overview of the operation of the company by keeping an eye
on staff performance. This information is used in future growth plans and serves
to illustrate what businesses could be doing right now to enhance their opera-
tions. Although managers and employees may find performance evaluations
dissuading, they are an essential first step. It is possible to waste time and re-
sources developing improvement plans that do not even start to address the un-
derlying issue if an employee’s performance is not properly evaluated. To give
improvement plans a strong foundation, it is pertinent that leaders take time
during this phase to ensure having thorough and comprehensive analysis of their
employee’s performance.

To make sure workers are meeting organisational goals and continuously en-
hancing their performance, Tingo and Mseti (2022) [14] noted that employee
performance might be assessed quarterly or annually. Managers can identify a
few factors that affect employee performance, such as organisational support for
career development, supervisor support, financial benefits, and training pro-
grammes, and can provide appropriate feedback on areas that require improve-
ment. Employee performance may be evaluated on a weekly or annual basis, ac-
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cording to Tingo and Mseti (2022) [14], to ensure that workers are reaching or-
ganisational goals and consistently improving their performance. In addition to
providing appropriate feedback on areas that need improvement, managers can
discover a number of elements that impact employee performance, including fi-
nancial advantages, training courses, supervisor assistance, career development
opportunities within the business, and training programmes.

Even though the goal of a workplace is improvement, performance assess-
ments should not always concentrate on what is going wrong in the workplace.
If employees believe that their efforts in other areas are being overlooked, focus-
ing solely on areas that want improvement may cause them to lose confidence
and become resentful. In addition to highlighting any noteworthy performance
highlights since their last review, managers also need to let their staff members
know when they are performing well and identify their areas of weakness (Tingo
and Mseti 2022) [14].

Monitoring, evaluation, rating, rewarding, and reporting according to Varma,
Budhwar and DeNisi (2023) [15], are the main components of a more complete
performance management system (PMS) that are taken into account in local
government. In a successful organization, initiatives and activities are conti-
nuously reviewed. To do this, it is imperative to conduct regular performance
reviews and provide staff and work groups with continuing feedback regarding
their progress towards their goals. One of the legal requirements for perfor-
mance monitoring, according to the authors, is to conduct progress reviews with
employees in which their performance is assessed against predetermined stan-
dards and elements. An additional hurdle was brought to light by Varma,
Budhwar and DeNisi (2023) [15], who observed that the municipality under
study appeared to have more administrative policies than service delivery poli-
cies, which is already an issue, as concentration on administrative procedure
means that these activities occupy the municipal officials. While this issue is
“encountered throughout the country, the current study agrees with Tingo and
Mseti (2022) [14] that it will unavoidably get worse as the elections draw near.
As a result, political meddling and manipulation become even greater ob-
stacles to good communication, severely impairing service delivery, and turn-
ing into a recurring “political promise” in political campaigning procedures
and campaigns. However, carrying out any actions that encourage efficient
communication in a widely dispersed and rural setting may be challenging and
frustrating.

5. Methods

The study employed a mixed-method approach, utilizing the triangulation re-
search design to optimally address the research objectives. By providing the re-
searcher with contrasting yet complimentary facts on the same subject, this me-
thod helped the researcher to fully comprehend the research challenge. The
study’s sample was chosen from the intended audience. According to Bell, Bry-
man and Harley (2022) [16], the optimal target population is the group that
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comprises all the analytical units from which the researcher wishes to derive
specific conclusions. Data were obtained from the uBuhlebezwe Municipality,
using a simple random sampling procedure was used to generate a sample size of
80 respondents from the 250 structured questionnaires dispersed. Owing to their
hectic schedules, some respondents were unable to complete the remaining sur-
veys. During a focus group at the Ray Nkonyeni Municipality, ten workers were
chosen for the qualitative study using convenience sampling. With non-probability
snowball sampling and probability cluster sampling, the respondents who took
part in the quantitative study were chosen. Purposive non-probability sampling
was utilized to choose the interview participants because it targeted knowledgea-
ble individuals who could offer rich, in-depth experiences and information on
the topic. The Statistical Package for the Social Sciences was used to examine the
information gathered from surveys (SPSS) version 26. This led to the use of in-
ferential statistics for the data analysis as well as descriptive statistics including
frequency counts, percentages, and means. Inductive theme analysis was used to
analyze the interview data. Additionally, consent to conduct the research was
secured from the participants and the municipality prior to its start, and the
Durban University of Technology ethical committee also provided ethical clear-
ance (49/16FREC) approval. Furthermore, confidentiality was maintained by
making sure that data coding did not connect any data to a specific name. Final-

ly, responders and participants signed consent forms.

6. Findings

According to Chen and Wei (2020) [17], there is a consensus in the literature
about the relationship between efficient communication and employee perfor-
mance in an organization. This is demonstrated by the discussion of the rela-
tionship between the two topics above. Strategic management’s capacity to mo-
tivate staff and accomplish goals is impacted by effective communication, which
is why it is crucial for organizations to succeed. The identification and dissemi-
nation of organisational processes’ strategies and management’s objectives
naturally occur via communication. Consequently, there is a shared objective
among all members of the organization, which, when executed well, guarantees
the advantages of effective internal communication.

Organisations cannot grow or survive without effective communication
(Newnam and Goode 2019) [8]. The firms that prioritize managerial commu-
nication outperform those that do not. Hence, communication is essential to
guaranteeing that staff members understand their responsibilities in carrying
out plans and ultimately supporting the organization in reaching its objec-
tives.

Communication is a critical component of every functioning organization and
a useful instrument for more efficient and successful attainment of organisation-
al objectives (Saimon, Lavicza and Dana-Picard 2023) [18]. Employers must

communicate with employees in an effective manner. Therefore, managers
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should make sure that all employees understand their obligations, as uncertainty
and confusion lead to bad feelings and a hostile environment. Employee colla-
boration is facilitated by effective communication, which leads to increased per-
formance. Additionally, through efficient communication, managers can give
workers precise feedback regarding their performance. Consequently, businesses
that overlook good communication, whether it be top-down or bottom-up, run
the danger of losing their finest workers to rivals or dealing with unmotivated
staff members.

The view of Solaja, Idowu and James (2016) [19] is that organizations must
implement effective communication to ensure managers perform their function
of communicating effectively with employees to enhance employee performance.
Effective communication prevents the idea of being isolated and reduces the
perception by management of being threatened by employee suggestions and
decision-making.

Organisations with robust and efficient communication channels can ensure
transparency, clear communication channels, employee feedback, and adaptabil-
ity to change all of which have a beneficial impact on worker performance (Ter-
ziev and Nichev 2017) [20]. Successful organisational operations depend heavily
on effective communication.

Kosciejew (2020) [21] emphasized that a number of actions may be imple-
mented at the local level to try to alleviate the effectiveness of policy communi-
cation, improve service delivery, and improve policy communication. A few
strategies to accomplish this include Imbizos, public involvement, regulatory
change, budget roadshows, and integrated development plans (IDPs). The vari-
ous measures that are implemented will vary depending on the ward and village,
be resource-dependent, and be pertinent to the level of crisis exposure. In the
case of rural areas and their municipalities, carrying out initiatives to promote
efficient communication and make an effort to enhance staff performance and
service delivery may be challenging and frustrating. This can make it challenging
for a municipality to subsequently adhere to the prescribed procedures.

On the one hand, businesses cannot function well without adequate lines of
communication, which can guarantee that workers react to any information
which managers supply. Communication, on the other hand, can alter employee
attitudes towards management. Additionally, because it establishes clear objec-
tives and encourages cooperation between staff members and departments, good
communication is used by organisations as a strategic instrument to bring diver-

sity in policies and competitiveness (Mitra and Saha 2016) [22].

6.1. Qualitative Results

Social scientists use reproducible and methodical content analysis to look for
trends in communication (Creswell and Creswell 2023) [23]. In contrast to si-
mulated social encounters or survey gatherings, the author stated that one major

benefit of utilizing content analysis for social phenomena is its non-invasive
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character. The methods of content analysis differ throughout academic discip-
lines, but they are always based on the observation of texts that have been given
labels or codes indicating the existence of significant content pieces. Thus, con-
tent patterns can be qualitatively analyzed by methodically categorizing a collec-
tion of texts” content to determine the meaning of the material within each text.
e Sharing of ideas and openness

First, the study sought to determine whether idea-sharing fosters openness
among staff members. Related to this, it examined why it matters that staff
members participate in decision-making processes related to organisational op-
erations. Most responders stated that:

Participating in decision-making is crucial since it cultivates a positive work
atmosphere, harmony, and trust as well as expands our ability to exchange ideas
and express our thoughts. This promotes excellent teamwork and helps us ac-
complish better. We have a sense of value and inclusion in the company.

The participants held the opinion that an integrated relationship between the
employer and the employee is crucial to the success and efficacy of an organiza-
tion. Good interpersonal relationships enable all sides to participate in deci-
sion-making, which lowers the likelihood of miscommunication and conflict
within an organization.
® Regular feedback and performance

The purpose of the second research objective was to find out whether respon-
dents felt that managers needed to provide them with feedback on how they
were doing their jobs based on how they saw their staff. Many of the participants
concurred that:

Receiving feedback from our superiors helps us perform to the best of our
ability by letting us know how we ve done in terms of our strengths on the duties
that have been assigned and our weak areas where development is needed.

According to a participant:

Managerial feedback boosts motivation and engagement, ensuring that goals
are accomplished within the allotted time frame.

Another said:

We can improve our performance and talents where we are lacking by using
feedback from task assessments. In cases where expectations are met, this facili-
tates the timely opportunity to fix errors and fosters a positive work atmosphere.
e Recognition of employee opinions

Finding out if acknowledging employee opinions improves employee perfor-
mance was the third research goal. Workers were questioned about the manag-
er’s regard for their opinions. Many respondents insisted that:

Our comments are valued by managers, who use them to create new plans of
action. This makes it possible to establish a culture of worth and inclusion where
everyone is encouraged to voice their opinions. Conversely, fewer respondents
claim that their bosses pay attention to them and make no attempt to act upon
their suggestions.

One respondent said:
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I am inspired to work harder since I am aware that openness is upheld.
e Open Channels of Communication

To what extent communication channels reduce misunderstandings was the
fourth research goal this study set out to investigate. Inquiries were made on
whether management and staff should have open lines of communication to
prevent miscommunication. The staff member’s responses revealed that:

Management and staff miscommunication is decreased through effective
communication channels. Both sides can reach a consensus when there is clear
communication. When individuals know what to do without being instructed or
coerced, transparency, trust, and responsibility are established. In turn, this in-

creases the production of the organization.

6.2. Quantitative Results

In two municipalities within the province of KZN, South Africa, the quantitative
results show the extent to which municipal communication was successful in fa-
cilitating the improvement of worker performance. According to Wiid and Dig-
gines (2013) [24], the questionnaire’s sections, the results are displayed. Section
A: The biographical data of the respondents was gathered in this part. Section B:
This section aimed to establish whether the sharing of ideas created openness
among employees. Section C: This section tested whether regular feedback con-
tributed to improved performance. Section D: This section sought to establish
whether open channels of communication mitigated misunderstanding. Section
E: This section sought to establish whether recognition of employee opinions
increased employee performance.
e Biographical Information

The respondents’ gender, age, racial, and educational backgrounds are shown
in this section along with their employment history.

1) Gender

Gender Distribution

FEMALE

Figure 2. Gender distribution.

Although achieving gender parity in this municipality was not the study’s

primary goal, it is encouraging to note that 46 out of 80 respondents, or 58% of
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the total, were female, and the remaining 34 respondents, or 42% of the total,
were male (see Figure 2).

2) Age

This outcome demonstrates (Figure 3) that the sample’s opinions were pri-
marily gathered from youth, who represent the organization’s future. With only
a two percent difference between those in the age ranges of 21 - 30 years (27
percent) and 41 - 50 years (29 percent), the bulk of responders (44 percent) were
in the 31 - 40 years range.

45
40
35
30
25
20
15
10

5

0

21-30 YEARS 31-40 YEARS 41-50 YEARS

Figure 3. Age distribution.

3) Race

The high percentage of Black responders (75%) indicates that employment
equity is being promoted by the town. Two of the interviewees stated they were
Indian, while one identified as Colored. This indicates that the data used in this

study came from a representative racial sample (see Figure 4).

80
70
60
50
40
30
20
A L -_—

COLOURED INDIAN BLACK TOTAL MISSING
VALUES

10

0

Figure 4. Racial distribution

4) Educational qualifications

Out of the total respondents, 55 had obtained post-matric credentials, and 24
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had said they had completed their matriculation. They were therefore able to
understand the questions and provide thoughtful responses (see Figure 5).

80 79
70
60
50
40
30 24
17 20
20 13
 — -
0
MATRIC DIPLOMA NATIONAL DEGREE POST TOTAL MISSING
EDUCATION DIPLOMA GRADUATE VALUE

Figure 5. Educational qualification

5) Work experience

According to the results, most respondents (54%) reported having five to ten
years of experience, while 29% indicated having ten to fifteen years. Ten percent
and two percent, respectively, of the remaining respondents had experience
ranging from fifteen to thirty years. 33 long-serving staff and 43 fresh hires are
the ratio. That does not, however, imply that the new hires are ignorant of the
organization’s communication procedures. On the contrary, they are the ones

who are still eager to listen and keep getting better (see Figure 6).

54
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Figure 6. Work experience

6.2.1. Sharing of Ideas and Openness
The following findings reflect the answers to the first research objective.

Table 1 shows that most respondents agreed that openness and idea-sharing
help increase the amount of information that managers and staff share. A full
84% of respondents reported actively discussing ideas with one another during

the policy-making process, and 83% agreed that management’s transparency
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about tasks inspires new ideas on how to do them. An additional 76% of partici-
pants concurred that participation in decision-making provides them with a
chance to be more forthcoming. This is consistent with Rohim and Budhiasa
(2019) [25], who elucidated that the optimal approach in an organization is to
foster open communication and idea sharing. To make sure that organisational
goals are successfully met at work, managers should involve staff members in the
creation of policies and decision-making processes. Employees and managers
can talk about performance issues by exchanging thoughts and information at

work.

Table 1. Statements on sharing of ideas and openness.

STATEMENTS Valid percent
I am involved in sharing ideas during policy formulation 84%
Openness creates a good relationship among employees 83%
The openness of management about tasks creates new ideas about the 83%
accomplishment of tasks
My manager must discuss work issues openly with subordinates 79%
My involvement in decision-making allows me to open up 76%

It is evident that respondents not only agreed with the conclusions drawn
from the study’s qualitative component, but they also added other beneficial
outcomes of “sharing of ideas and openness,” such as the development of a

healthy, peaceful workplace where trust is the norm.

6.2.2. Relationship between Feedback Provision and Performance
The results that follow concern how managers’ feedback can enhance workers’
output.

As demonstrated in Table 2, receiving regular performance feedback has been
associated with improved performance (79 percent), higher levels of commit-

ment (72 percent), and the accomplishment of organisational goals (77 percent).

Table 2. Statements on the provision of feedback and performance.

STATEMENTS Valid percent
When managers excel in providing feedback to employers about their 80%
jobs that satisfies employees ’
Managers should organize adequate training programs to change 80%
employee performance ’
Skilled employees can achieve employee performance effectively 79%
Providing feedback helps towards the attainment of organisational goals 77%
When employees are satisfied their level of commitment increases 72%
Feedback improves job performance 71%
When managers excel in providing feedback to employers about their S0%
jobs that satisfies employees ’

DOI: 10.4236/0alib.1111242 14 Open Access Library Journal


https://doi.org/10.4236/oalib.1111242

S. A. Ogunsola et al.

According to Widarko and Anwarodin (2022) [26], feedback is a useful tool in
the workplace that helps employees go closer to their objectives. It is an essential
tool that managers should utilize to inspire employees and mould their work ha-
bits to succeed as an organization. Managers must provide their staff with feed-
back so they can address minor errors before they become more serious. Man-
ager-employee conflict is avoided by feedback (Widarko and Anwarodin 2022)
[26].

This group underlined how important effective communication is in fostering
a positive work environment, in addition to the findings of the qualitative re-

sults, which confirmed that feedback boosts performance.

6.2.3. Open Channels of Communication and Employee Performance
The following findings relate to the third research objective that this study set
out to achieve.

The data in Table 3 show that participants believe that having open lines of
communication enhances commitment (65%), job effectiveness (66%) and em-

ployee attitudes towards managers (72%).

Table 3. Statements on open channels of communication and performance.

Valid
STATEMENTS
percent
Clear channels of communication on information from managers about tasks 84%
can reduce misunderstanding ’
The good relationship I have with my manager eliminates misunderstanding 74%
I can approach my supervisor on any issues that concern me 72%

Open channels of communication change employee attitudes towards managers ~ 72%
Open channels of communication increase job performance 66%
Open channels of communication improve commitment 65%

Clear channels of communication on information from managers about tasks 84%
0
can reduce misunderstanding

These results support the hypothesis put forth by Doedens and Meteyard
(2022) [27] that open channels of communication are a systematic means of
communication used by members of an organization. They are a way for people
to communicate with each other; they are an interface that makes information,
task performance, and other operational tasks very clear. The purpose of com-
munication channels is to reduce miscommunication and erroneous interpreta-
tions between managers and employees by channeling information downward,
upward, horizontally, or laterally.

Another argument put out by this group is that good communication fosters
equality and a sense of self-worth, both of which encourage workers to perform
better.

6.2.4. Recognition of Employee Opinions
The following result pertains to the study’s fourth research objective.
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The findings (Table 4) show that, according to 78% of the respondents, man-
agers in an organization must consider employee perspectives when making de-
cisions. According to 78% of employees, recognising staff opinions promotes
honesty and trust, and 79% of them feel more confident in their work as a result.
A system of respecting employee opinions, whether expressed by teams or by in-
dividual employees, is known as recognition of employee opinions (Musangi,
Ngui and Senaji 2023) [28].

Table 4. Statements on recognition of employee opinions.

Valid
STATEMENTS
percent

My opinion is valued by my manager 84%
Recognition of employees can change perceptions 81%
The recognition of employees by managers promotes job involvement and 79%
commitment ’
Good and creative opinions can create new job designs for employees 79%

Being recognized by managers improves my commitment to the organization ~ 78%

When an employee’s opinions are recognized by the managers, their level of 8%
trust and honesty increases ?

This is accomplished by encouraging staff members to take part in deci-
sion-making in official or informal methods. It was discovered that 84% of
managers in the municipality acknowledged and valued the opinions of their
staff members, particularly when it came to recommendations regarding job
happiness, performance, and other topics about the workplace.

This group undoubtedly supported the idea that good communication is a
catalyst for improving worker performance. Additionally, they shed light on
psychological issues including trust, self-worth, esteem, motivation, and confi-

dence building.

7. Discussion

The aforementioned results demonstrate that good communication does stimu-
late worker performance. Open communication and idea sharing allow staff
members a forum and opportunity to share their expertise, enabling them to ex-
press their views to management. Giving feedback to staff members enables
them to pinpoint areas of subpar performance, enhance their work, and raise the
bar for accountability. It turned out that there were reports of certain managers
tending to only pay attention to certain employee comments. Open lines of
communication can motivate staff members to get more involved in company
events, which enhances morale, self-worth, confidence, and trust in addition to
fostering equality. Increased employee performance is the outcome of all these

components.
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8. Recommendations

The study’s conclusions have led to the following suggestions being given to or-

ganization management, particularly municipal managers.

8.1. Sharing of Ideas and Openness

Communicating parties must be realistic or explicit about what they expect
from the exchange of ideas. They should have a clear and specific goal for
each conversation, such as getting feedback. In addition to making sure they
both understand the conditions and expectations, they should politely and

clearly explain their aspirations to one another.

8.2. Provision of Feedback

Earring from the employee and listening to their ideas is just as important as
pitching or presenting them. Leaders or managers must ask for comments
from their workers, and be receptive to their thoughts, ideas, and critiques.
Aside from being ready to respond to their inquiries and concerns.

Leaders or managers should be able to explain the values which they offer. To
avoid taking criticism personally or naively, they should be cautious and
picky about the input they get as feedback.

Formal and informal feedback on the achievement of organisational goals
should be given by managers to staff members. This will encourage em-
ployees to do better, build on their strengths, and minimize their deficiencies

as a result.
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