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Abstract

Abstract The communication within an organisation is e8aéim order to make the business
function. A well functioning communication does rartly make the work more effective and
productive but it also generates a working climaiid good prerequisites for people to be com-
fortable and willing to make an effort. More and m@rganisations today have their co-workers
located on different sites around the world anthiese cases, when people who are geographi-
cally scattered are collaborating, the communicatice even more essential and at the same time
also more vulnerable. This study has looked atcttamunication at a department in a large
Swedish organisation. The department’s membersitarated all over the world, in Sweden and
Germany as well as in Japan and USA. The studyldicked at the theory that exists today about
communication in geographically dispersed enviromsi@nd virtual teams, what the concept of
communication in a global environment means, whailifators and barriers exists to this com-
munication and actions that can be taken in om@mprove it. Secondly the study consisted of
an analytical part of the communication at the aes®ed department where qualitative inter-
views were performed with the department's membéngse interviews showed the members
perception of what does and does not function wWithcommunication and their ideas for im-
provements. The study of the theory and the fingliilngm the interviews showed that the com-
munication at the department work well in generdlthere are measures that can and need to be
taken in order to improve the communication, bo#asures to keep and retain positive behav-
lours that exists today and to introduce new behasiin order to improve the communication
and to make it more effective.

Keywords:global communication, geographically dispersedkyarternational communication,
communication cross cultural boundaries, commuitinatross geographical boundaries.
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1 Introduction

Communication is possibly the most crucial factoorder to make an organisation function and
be effective. If the communication is poor it ateaot only the organisation’s daily work but the

relations that exist between people on all leveld their perception and feelings about their
work, themselves and their co-workers. This study focused on communication between peo-
ple at a department because of the impact it hasvery function and because of its complex
nature.

1.1 Background

This study has been performed at a departmenpérédrms and has the responsibility for mar-
ket research and analyses of the surrounding wathdn a large organisation, they execute for
example competitor and market analyses for othpardeents. The main part of the department
is situated at the head office in Gothenburg, Swedat they have employees situated all over
the world, for example in Japan, in the USA anchemy European countries.

The communication between co-workers at the demantrover the world takes place on a
daily basis through e-mail, telephone meetingsewidonferences and text messages. There are
also physical face-to-face meetings that happehadh regular and irregular basis with varying
composition and occurrence. Co-workers situatedathenburg participate in physical meetings
more frequently than co-workers located in othetgaf the world. This infrequency of contact
in person puts high demands on a functioning afec&fe communication to make every co-
worker feel as part of the department as the pesiplated in Gothenburg.

1.2 Problem discussion

When working in such a geographically dispersedrenment as the department in question
does the communication is most crucial in ordenéike the daily work function. There has been
no current analysis and evaluation to see how dhentunication actually works and if there are
measures that can be taken in order to improvadinaake it more effective.

The possible problems with the communication witthia department may not only exist be-
cause of the geographical distances but this dé&gsr has focused on the aspects that are typical
for communication cross geographical and cultuirgaries. The study has also taken both
communications for operative reasons and for saeiasons in consideration though they are
difficult to separate. The focal point for the ragsgh has been communication between co-
workers on and management on different levels.

1.3 Purpose

The purpose with this study was to investigatect|munication between co-workers at a de-
partment that are situated all over the world. $tugly has tried to find the functioning and non-
functioning parts of the current communicationohmation that has been gathered has been used
to see how the communication is experienced bygzaitvolved, what they felt helped and hin-
dered the communication that exists today crosgg#ugraphical and cultural boundaries. The
focus has been, not on the amount of communicé#tiantakes place or the content, but on what
makes effective communication, what causes probkemismisunderstandings and measures that
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can be taken in order to prevent this and to dgvalmore effective and uncomplicated commu-
nication. The study had the ambition to result inuanber of concrete suggestions for improve-
ments.
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2 Theoretical framework

The purpose of this chapter is to give an ovenaéthe existing knowledge in the area regard-
ing communication strategies in a global environtn@ihe theoretical framework will give an
understanding and a frame of references of theestibyea of this dissertation and it will explain
important concepts. The first section will givehaaretical and empirical background to commu-
nication in a global environment and explain cartaanceptions. The second section describes a
number of facilitators and barriers to efficienblghl communication. The third and last section
gives a number of actions that can be taken inrdadienprove the communication.

2.1 Communication in a global environment

Encyclopaedia Britannica states that communicatidithe exchange of meanings between in-
dividuals through a common system of symbols” (Etmyaedia Britannica, 2007). The primary
functions of communication are to give informatiimough statements, to get information
through questions, and to give directives throwgduests. In order to make these functions more
differentiated they are usually supplemented bl &gald gesturing (Ne.se, 2006). It can be diffi-
cult to make a clear distinction between commuimgaand sharing information. One clear fea-
ture of communicating is its momentary nature, carag to information sharing which is more
constant and structured (Mark, Grudin, & Poltro&R99). Communicating is also a two way
exchange of messages while information sharingoiseaway sending of messages (Kalla, 2005).
These two concepts are very much integrated, leué tis not always a need to make a clear divi-
sion between them. The importance is to considatr work requires both communication and
information sharing and when one is absent frustnawvill appear (Mark et al., 1999). For an
organisation to be profitable and effective, theownication within the organisation needs to be
effective. Effective communication is commonly defdl as an interactive two-way communica-
tion process, which results in an action or deoisiotended or not. By comparison, regular
communication is just a two-way exchange of messagich commonly do not result in ac-
tions (Kalla, 2005).

When it comes to analysing the communication obaganisation it is important to acknowl-
edge the difference between an organisation’s matend internal communication. An organisa-
tion’s internal communication, which is the focustlois research, is all communication taking
place internally at all levels of an organisatibnorder to develop an effective communication it
is useful to see that internal communication caas$ different parts of communication; busi-
ness, management, organisational and corporate wcoioation. If this integrated view is
adopted it is clear that employees receive infoionatrom various sources. This balance has to
be right, meaning that all aspects have to functidinfour communications have to work well
and just not fail to corroborate with employeegeatations. Figure 1 illustrates integrated inter-
nal communications (Kalla, 2005).
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Figure 1 Integrated internal communications (source: K&@05).

In the global environment of today more and momgaarsations perform their work in teams
where members are situated in different geograplocations; i.e. they are working in global
virtual teams. A virtual team can be defined asaaig of employees, situated in distant locations,
whose members must collaborate by using technodegyss space and time to accomplish im-
portant organisational tasks (Kirkman et al., 2004)e number of organisations that is partici-
pating on the global business arena steadily iseealherefore will global virtual teams likely
become an ongoing structure and a common compafehe global work environment rather
than short-term work units that are project spe¢ifiakaria et al., 2004).

The communication within a virtual team is, duette difference in time and space, to a very
great extent computer-mediated. This type of comaation brings a context and environment
that demands other skills than face-to-face comoation, such as written skills, articulative
ability, and writing speed (George & Sleeth, 2000is not only the space and time gap that con-
tributes to the fact that global virtual teams fagare challenges than local virtual teams. A team
that works in a global environment differs also wlitecomes to national, cultural, and linguistic
aspects (Zakaria et al., 2004).

Kalla (2005) sums it up with that in order to havstrategic view on internal communication it
IS important to see it as all formal and informafremunication taking place internally at all lev-
els of an organisation. It is important when analyshe communication to look at all communi-
cation in order to get a full and correct pictustemmunication on one level may, and probably
will, affect the communication on all other levals well.

2.2 Facilitators and barriers

There are always different barriers and facilitatethen it comes to communication, whether
people are co-located or geographically dispergéuat is distinctive for virtual teams is to the
great extent they have to rely on other commurooathannels than face-to-face meetings. It is a
fact that despite all use of distance technologl#ferences in local physical context, time zones,
culture, and language will persist, and that is wsgance will remain as an important element of
human experience (Olson & Olson, 2000). Informadod communication technologies is a ma-
jor, and necessary, asset to virtual teams bugattakes intra-team trust and relationship, leader
ship, intercultural communication in order to ceeatknowledge-based environment. There has
to exist an allowing space where virtual team mesbee encouraged to participate in a regular
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shared cross-cultural exchange of ideas and teaatett solutions in order to reach an successful
communication (Zakaria et al., 2004). For the infation and communication to be rich and suc-
cessful it takes an interaction between the peada#is, the organisational context, and familiar-
ity with technology (Jarvenpaa & Leidner, 1999).

In order to overcome the problems and to improwe dituation in geographically dispersed
teams, there are four key concepts that need twhsidered. Is there @mmon grounestab-
lished, howcoupledis the work, and does the team hawedaboration readinesandtechnology
readiness All these factors need to be looked at when ptanand executing the communica-
tion. For examplavork that is tightly coupled is hard to perform w@ely, the technology that
exists today does not support fast back and foritonversation or awareness and repair of am-
biguity that this type of work demands. The otlieeé concepts will be dealt with further on the
report (Olson & Olson, 2000).

In a global virtual team it is essential to encoarglobal communication skills to enable col-
laboration, conflict addressing and solving, suntej of intra-team relations and creation of ef-
fective knowledge-sharing culture. It is also nseeg to have a commitment to develop new
patterns of knowledge sharing, communication arglat@xchange by global virtual teams in a
computer mediated environment (Zakaria et al., 20Bdr teams that meet rarely it is important
with team empowerment, more important than if antea co-located. If team members have
positive assessments of their organisational tablkesmotivation will increase and thereby can
team empowerment be accomplished. In order to erapteam, the members need to feel en-
abled to improve processes and creatively solvelgnass and emergency situations. Though, it is
hard to gain team problem solving if the membersidiosee how their efforts contribute to team
and organisational performance. The members must khe team work is beneficial for them
and they need to have a strong commitment to taen t@nd the organisation (Kirkman et al.,
2004). What is important to take in to consideri®that commitment within an organisation is
connected to the daily communication processesrindivate employees; it is the task related
communication that affects the commitment (de Ridd604). To improve this communication
and to create a knowledge-sharing culture witha dihganisation and the team demands intra-
team respect, mutual trust, reciprocity, and pesitndividual and group relationships (Zakaria et
al., 2004).

It is not necessary that high performing globahte@ommunicate more often or more efficient
than lower performing teams. It seems to be mogeestion about communicating deeply and
focused and to develop routines for efficient comioation strategies and completion of tasks
(DeSanctis, Wright & Jiang, 2001).

2.2.1 Knowledge

There is a clear connection between knowledge neameagt and company growth. Companies
with a comprehensive and strategic approach to ledye grow more than companies with a
less balanced approach (Salojarvi et al., 2005prtter to obtain true effectiveness within an
organisation it is important to incorporate all angsational members and to view knowledge
sharing as a function of integrated internal comications and to see how it contributes to an
organisations competitive advantage (Kalla, 2008hen it comes to knowledge within an or-
ganisation, it is important to take in to considierathat it is most of the time the human compo-
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nent in the virtual environment that facilitateronder the development of organisational learning
and a shared knowledge base (Zakaria et al., 2004).

2.2.2 Trust

One of the most important factors when working anthmunicating in a global environment
together with colleagues situated in remote siedsust. When team members work in different
locations and primarily communicates via telephoneomputer, people has to trust each other
because there are no feasible way of monitoring camdrolling others work. In order to have
effectiveness in work and functioning communicatitnst plays a critical role (Wilson, Straus
& McEvily, 2006). Both the sources and consequemddsust are located in the day-to-day in-
teractions of managers and employees (Wells & kipRD01). It has been shown that that em-
ployee’s development of trust is highly connecdammunication that reassures them, such as
openness and information about organisational poAs in comparison to commitment, which
is related to task related communication, trustegeloped and maintained to great extent in the
non-task related communication (de Ridder, 2004).

In global work environments there are much potéfiatrust distortion. In work environments
that highly depend on information and communicatexhnologies can unacknowledged conflict
hinder trust within teams and team cohesion. Thseelally as in these contexts a non-response
is not necessarily seen as indication of conflitddaria et al., 2004). Other factors that can be
seen as barriers to trust are failure to commuajdatlure to retain contextual information, fail-
ure to provide information evenly, difficulties interpreting the meaning of silence and critical
behavioural incidents (Henttonen & Blomqvist, 2005)

Trust is primarily created via communication beloavs that are established at the very begin-
ning of teamwork (Jarvenpaa & Leidner, 1999). Tynedsponse, in-depth feedback and open
communication are communication behaviours thag wanch enhance the development of trust.
Taking the initiative, delivering agreed resultsl dostering cooperation are also seen as commu-
nication behaviours that enhance the evolutionradttand so are also favourable team-leader
actions like letting employees participate in deecignaking (Henttonen & Blomqvist, 2005).
For trust to develop there also has to be a shafipgrsonal emotions and there has to be a clear
expression that there is belief in other peopleimpetencies (DeSanctis et al., 2001). Communi-
cation about project and task helps to maintaisttwhile social communication is needed in
order to strengthen and improve trust (Jarvenpaaifner, 1999). Both managers and subordi-
nates focus on personal rather than job-relategesssrhen explaining and confer about trust and
distrust (Wells & Kipnis, 2001). Table 1 shows coumitation behaviours and team members
actions that facilitate trust.
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Table 1Trust-facilitating communication behaviours and rbemactions.

Communication behaviours that facilitates trust ealy
in group’s life

Communication behaviours that helped maintain
trust later in a group’s life

e Social communication
¢ Communication of enthusiasm

¢ Predictable communication
e Substantial and timely responses

Member actions that facilitates trust early in a
group’s life

Member actions that maintain trust later in a group's
life

«  Coping with technical uncertainty .
e Individual initiative

Successful transition from social to procedural
to task focus

e Positive leadership

* Phlegmatic response to crises

(Source: Jarvenpaa & Leidner, 1999).

One of the key factors in building trust is to ddhrough actions (Henttonen & Blomaquvist,
2005). Especially trust in managers by subordingteseated by actions. For managers to estab-
lish, maintain and increase subordinates’ trust, rttanager must show in action that they trust
their subordinates, offer help and guidance, shpprexiation, and solve problems in adequate
ways. Trust-creating leadership is action or icemed as action (Andersen, 2005).

Technology-mediated teams develop over time theeslawel of trust as face-to-face teams.
The communication medium that is used affects geed of trust development, but it does not
affect the level of trust that is created. The o@ashy trust takes longer time to develop in com-
puter-mediated teams is because it requires moeeth exchange social information. Due to this
prolonged time, it may take longer time for groupsmove through stages of uncertainty and
conflict, which are necessary to achieve trust $dfilet al., 2006).

2.2.3 Technology

Every working team, whether they are co-locatedchot, use communication technologies.
Communication technology can support teams whosabues are dispersed, working in their
separate conference rooms, offices, homes or ddlcations. It can also support face-to-face
meetings that occur in one physical setting, faanegle in conference or board rooms (Peters,
2006). What is distinctive for a dispersed, virttedm is that they have no option as to whether
or not to use the technology, because they dependi order to function at all (Zakaria et al.,
2004). Distributed teams in organisations needltipinetworked and collaborative technologies
to conduct their work (Mark & Poltrock, 2004). kaims with members situated in different sites,
information and communication technologies are fimnal tools that, if used properly, can over-
come certain cultural challenges within the teard provide a common medium for work. In
today’s global business environment and espedialije development of new global work struc-
tures and virtual work environments, new informateind communication technologies play an
increasingly important part. Even if informationdanommunication technologies are vital for
knowledge-sharing organisations and teams who @ogrgphically dispersed, the technology is
only as effective as those using it (Zakaria et24104).
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Before any organisation adopts new technologieg ieed to reach technology readiness, they
need to be good candidates for adopting the apijpteprechnologies (Olson & Olson, 2000).
Adoption of for example groupware is especially ldmging when people are distributed geo-
graphically. The technology needs to be informedugbthe decision to use it must be coordi-
nated and it needs to be implemented. In distribteams can there also be special tension when
adopting because of the constraints due to diffeoeganisational policies (Mark & Poltrock,
2004). Another big reason why adoption of groupwaréd other technologies fails is motivation.
People need to see why the new technology is h@alefor them (Olson & Olson, 2000). To
reach success when accommodating to different conwuaition technologies, feedback plays an
essential role. It reinforces correct behaviouthi@ group and it directs people away from inap-
propriate actions (Mark, 2002).

To describe and understand for example technoldgptéon in an organisation Mark and Pol-
trock (2004) describe the phenomena of social wgoitchas to be understood that people are part
of different social worlds in between, which ardtsirof collective actions. Social worlds as a
concept can describe either co-located groupsstrilalited teams. In the workplace, people are
usually members of multiple social worlds, whicleythact as bridges. Social worlds can also be
identified as work spheres. The behaviours andsaetws of a social world are influenced by the
characteristics of its members and its collectivaered knowledge, skills and history. The nature
of a social world influences its ability and wiliness to adopt new technologies and ways to
work. Each social world has a unique assemblageotdéagues, experiences, conditions and
tasks. When adopting new technologies people neeaake decisions in different contexts, ac-
cording to their working spheres. A person can adog technique for use in a distributed team,
but not for use at home due to different constsaiihe technology is only used in one social
world; a choice based on the references of thatifspsocial world. Though, social worlds as a
concept have a limitation in that it does not ekpkdoption of technologies according to indi-
vidual characteristics. For example, a distribigedial world needs technology to enable interac-
tion at meetings (Mark & Poltrock, 2004).

In order to reach success in a global virtual téas critical to evaluate the suitability of the
media (Henttonen & Blomqvist, 2005). Spreading klemlge within an organisation or a team is
often facilitated by sending information via seVeatenensions such as visual cues, voice tones,
oral and written ways using examples and metaphdrere can be problems though in cross-
cultural contexts where different communicationntéques may differ between people who do
not share the same culture cues. Many ways of conuating are also impossible in a virtual
environment. Information transferring in virtualmnments is flattened and less dynamic and
may be more difficult to retain and learn (Zakaetaal., 2004). An important aspect of the inter-
active elements of communication technology iséktent to which the flow of information is
under control of the user. For example, many festof especially e-mail seem to both help and
hinder the users’ control. Mass distributions ahais often lack coordination and target. Many
managers experience a need for greater control witemes to e-mail; an ability to identify and
filter received messages is asked for. This carxample be done through a number of criteria,
including sender, subject, urgency and need f@omrse (Peters, 2006).

For a team’s success it is vital with both asynobus and synchronous communication tools.
In teams that are separated by cultural and tinme ziistance, it seems that asynchronous tools
such as electronic group discussion and e-mainar@ important than synchronous tools such as
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chat technologies. In group discussion forums theeetime for people with language differences
and less expertise to take the time and develdp plestings (DeSanctis et al., 2001). When it
comes to the information communicated through tifferént technologies, it can be interpreted
in different ways depending on the medium throudtictv it is delivered. Byrne and LeMay
(2006) talk about the concept of media richnesergint communication technologies such as
phone, e-mail and memos can be said to have ditféegels of richness. With richness means
the amount of information shared via the mediunorféhcalls, face-to-face meetings, or written
memos supply differing amounts of data and the ndatta that is shared, the richer is the me-
dium. The richness of a communication technolodgc$ how it is perceived and interpreted by
the receiver. For employees, information aboutrtja is most satisfying when it is received
from rich communication channels such as face-te-faeetings and phone conversations. On
the opposite, employees are most satisfied witbrin&tion about the company delivered through
lean mediums like memos and newsletters. Receiviftymation that is not directly relevant,
people does not need the additional data that cemaef®r example face expressions. When in-
formation comes from top management it is perceasgdccurate, timely, and useful when deliv-
ered via a lean medium. The same thing goes fanirgrganisational news such as critical in-
formation about organisational change. It is pemeias quality information when sent via lean
medium. To sum it up, information about the compaag be shared through lean communica-
tion channels while personal information aboutjtieshould be shared through rich channels.

As mentioned, people perceive different commumacatechnologies to be more or less suit-
able depending on the objective of the communioatim a company where employees used the
communication technologies telephone, e-mail antVideting, there was a preference for the
two first ones. When they used groupware it wasetgaas a databank. The choice of technology
was much influenced by the timing because of waoduad the globe (Henttonen & Blomaquvist,
2005). In another study, team members rated meetingvhich NetMeeting was used as to be
high in quality, with good use of time and exteesparticipation. The biggest success at the
meetings was attained when they had a formal streidb them or was facilitated (Olson & Ol-
son, 2000). The opinions about different commuicatechnologies differ a lot depending on
the context in which it is used. Dispersed teamskimg in a virtual context can make great bene-
fits by using application sharing, such as NetMegtias a complement to audio conferencing.
There is a great value in shared references aminge to get relevant material at an instant.
Members in many dispersed teams feel that apmicatharing is sufficient for good distant par-
ticipation in meetings, although not for audio arehcing alone (Mark et al., 1999).

Compared to traditional meetings, videoconfereneetmgs tend to be more formalised and
structured. Overall, the processes within meetse=m to be more efficient using this technol-
ogy. There are however one important constraintthatlis the lack of social interaction, which
can lead to a decrease in social related actistiek as informal communication and social con-
versation (Campbell, 1997). In a study made on @nmigs using telephone conferencing, it was
shown that remote participants could more easilpviothe meeting and feel as part of it if the
facilitator coordinating the meeting governed spegkurns. The facilitator knew their individual
expertise and directed questions and commentsaingty which made their knowledge and role
clearer to the group. The facilitator also contifyuaentified who was present at all the sites
participating in the meeting, making clear wholiegent and who has left the meeting temporar-
ily or permanently (Mark et al., 1999).



N. HENRIKSSON MSc 2007

E-mail primarily supports groups with members thia distributed geographically. It is useful
in situations where there is a need for one-to-@me one-to-many communications but it is not
useful in many-to-many situations. There alwaystbdse caution when using techniques such as
e-mail. What means easy and quick information sigaseems in many cases to rather than ac-
celerating business processes, such as informdistribution, inhibit efficiency and effective-
ness. People always need to reflect when choosutgnology for communicating, which is the
best media to distribute the information througbthtby the sender and the receiver. Members in
teams that are distributed geographically tendetdhie ones using Intranets and the Internet the
most. This is a media that supports both one-toynaaud many-to-many communication (Peters,
2006). Table 2 below shows the control of contaxt #he impact that different communication
technologies have on work and business procesbeseTeatures are useful to be aware in order
to choose the appropriate media when communicalting.especially useful to look at the com-
munication model, has the communication the objectdo communicate information from one
person to another or from one person to many, drat media is then most suitable.

Table 2 Control of contact, summary of structural and $pé#ii features of communication media.

E-mail Groupware Web Face-to-face
Structural features: control of contact

Physical arrangements of Members are dis- Members may be dis- Members are dis- Members are co-
groups supported persed persed or co-located  persed located
Communication model One-to-one One-to-many One-to-many One-to-one
One-to-many Many-to-many Many-to-many One-to-many
Many-to-many
Communication style Very asynchronous Both syncbugrand  Very asynchronous Very synchronous
asynchronous

Spiritual features: control of contact

Impact/value creation Accelerated busi- Accelerated business Accelerated business

ness processes processes processes

Reduce information Reduce information Reduce information

float float float

Replicate scarce  Replicate scarce Replicate scarce

knowledge knowledge knowledge
Create service excel- Create service excel-
lence lence
Recapture scale Recapture scale
Ensure global man- Ensure global man-
agement control agement control
Bypass intermediaries Bypass intermediar-
Build navel string ies

Build navel string
Penetrate new mar-
kets

(Source: Peters, 2006).
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Table 3 presents the control of content that dffiétechnologies means. These are also impor-
tant to be aware of when choosing media. Should&tmemunication be formal or informal, are
there decisions that needs to be taken and if@aw,dhould they be taken, individualistic or by
consensus. By getting this overview and to seectaacteristics of different technologies the
decision of choosing a certain technology can beengonsciously and thereby the communica-
tion can be better and more effective.

Table 3Control of content, summary of structural and $péli features of communication media.

Structural features: control of content

E-mail

Groupware

Web

Face-to-face

Level of com- Communication only  Decision modelling and Expert advice, filtering Members are co-
munication group decision-making and structuring of located
information
Intervention Expert advice, filtering and
structuring of information

Social context Low Medium Medium High

cues

Spiritual features: control of content

Group vs. indi- Individual saliency Group saliency Individual saligy Group saliency

vidual saliency

Decision proc- Individualistic Individualistic and consen- Individualistic Consensus

esses sus

Conflict man-  More chaotic, empha- May be chaotic or orderly, More chaotic, empha- May be chaotic or

agement sises conflict resolu- emphasises conflict aware- sises conflict resolu-  orderly, empha-

tion ness and/or resolution tion sises conflict

awareness and/or
resolution

Interaction More informal May be formal/informal and More formal May be for-

mal/informal and
structured or
unstructured

structured or unstructured

Less structured More structured

(Source: Peters, 2006).
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2.2.4 Informal communication

More and more organisations understand the impeetar the informal communication net-
work, and it is a great help to make the orgarosati and team work function. If the informal
communication is handled strategically it can leadon-twisted and quick distribution of infor-
mation (Subramanian, 2006). Informal communicatian be divided into four different types:
(1) scheduled, which are meetings planned in advéycboth parties, (2) intended, one person
seeks out another to discuss a certain matterheuot is no pre-arranged plan to talk, (3) oppor-
tunistic, one person happens to see another anelmber wanting to discuss a certain topic with
them, and (4) spontaneous, two people happen teadeother and get into a conversation on a
topic not prepared by either (Kraut, Fish, Root Bafonte, 1990).

Informal communication operates in an organisaismon-official network where most of the
time official matters are discussed and decisiagastaken. Informal communication is, as men-
tioned situational and spontaneous. In order ffarmal communication to arise people need to
experience other members of the network as reliaftkethey need to feel that there exists friend-
ship and trust. Through this people can then &ir tieelings, build up a sense of belonging and
have discussions about concerns off the recordré&umian, 2006). If the relational communi-
cation is paid attention to, it can enhance théaspcesence and create a better functioning work
environment (Henttonen & Blomqvist, 2005).

2.2.5 Common ground and conventions for effective communication

Teams that will be working together over a longigebof time must think about how to de-
velop and maintain trust and cohesion, and otherogpiate social behaviours (Mark et al.,
1999). The capabilities of global virtual teamsocreative and to solve problems are originated
from their culturally mediated knowledge structamed shared knowledge base (Zakaria et al.,
2004). In order for the work to function and thereounication to be effective there has to be
common ground and conventions established at tganmieg of team work in order to know
how to collaborate and respond to each other. tuginteraction, conventions are especially
important because they reduce the trial and emdr @nfusion in that they regulate mutually
interdependent activities so that they do not faterwith each other (Mark, 2002).

When communicating, people interpret what they lagginst the background of their refer-
ences and of what are known of the speaker angipisaker’s intentions (Ne.se, 2006). The foun-
dation and functioning communication can be saideg@a common ground, which is the knowl-
edge the participants have, and are aware thattheg, in common (Olson & Olson, 2000).
Common ground helps the sender and the receivesrofmunication and information on how to
compose, send and interpret sentence utterancesonhparison, conventions are agreements
among team members for performing work, in electrovork the conventions can be on meth-
ods for local control of a computer system. Itnigortant to establish conventions in a group to
effectively manage interaction in electronic wadsly. establishing conventions, a group can more
easily keep track of processes; it is a way for n@mbers to smoothly adapt, and it help mem-
bers to understand intergroup perspectives ancepses. They are especially essential for work
in distributed teams because the members cannobgugiven a groupware system and be ex-
pected to optimally use it without some common agrents on the means of operation (Mark,
2002).
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Common ground is established from the cues that exithe moment. The fewer cues there are
the more effort it takes to constructing commonugich and the greater the chance for misinter-
pretations is. The amount of effort it takes foople to reach common ground depends on the
media. Below is a figure of different media (seél€a4), which are described by different di-
mensions, factors that can contribute to the dstabkent of common ground. The dimensions
are:

» Copresence — same physical environment

» Visibility — visible to each other

* Audibility — speech

» Contemporality — message received immediately

» Simultaneity — both speakers can send and receive

» Sequentiality — turns cannot get out of sequence

» Reviewability — able to review others messages

* Revisability — can revise messages before thegent
(Source: Olson & Olson, 2000).

Table 4 (as Tables 2 and 3) can be a great assgt arhorganisation or an individual person de-
cides which technology or media to choose for comigating. By communicating face-to-face,
there are a lot of dimensions present that enrieimes deepens the communication. There are
visibility and audibility, which often are esseftiactors when communicating, but sometimes it
is more important to have the possibility to reviemd to revise the communication and then it is
more useful to utilise e-mail. These types of camscdecisions about the media can improve the
communication to a great extent.

Table 4 Characteristics of media that contributes to aéhggeommon ground.

2
3 s 2 £ £ 5
S > 8 & & & =
£ =
» 2 £ £ 8 § £ 8
¢ = 3 ¢ 5 $ © 9
o = e] c = o > >
o L =] o = 0] () ()
Medium O > < O 0 n x o
Face-to-face * % ook % *
Telephone ook %
Video conference * * oo *
Two-way chat ook %
Answering machine * *
E-mail * *
* *

Letter

(Source: Olson & Olson, 2000).

When teams are fully co-located, it is relativelsy to establish common ground, while those
who are remote complain about the opposite. Ibiseikample difficult to tell who is speaking
when connected via audio conferencing, and referete local events that are understood by the
locals make the remote people feel even more rerAoieajor issue that is missing in dispersed
teams is the awareness of the state of co-worketh, their presence-absence and their mental
state (Olson & Olson, 2000). Face-to-face meetargsa way to increase the level of social and
task information sharing, and the awareness obther team members (Henttonen & Blomqvist,

13



N. HENRIKSSON MSc 2007

2005). Bringing the virtual team together for pdiface-to-face meetings will increase the ef-
fectiveness and will lead to enhanced team empoesnit is important for managers to make
extra efforts to empower virtual teams to deal dlyeand determinedly with process improve-
ment issues, in order to be effective and to estalsommon ground and conventions (Kirkman
et al., 2004). Common ground can also be establilyeusing other communication channels
than face-to-face meetings, especially channels @ahawvs as many cues as possible, such as
telephone and videoconference. When finally commgpaund has been established, people can
communicate well even over poor media. If the comication is improved by establishing
common ground, the productivity is also likely iser (Olson & Olson, 2000).

However, in a study made by Kalla (2005), it wasveh that there was a great importance to
have a balance between technology-mediated comationicand face-to-face communication in
order to make social interaction and knowledgeisggrossible.

2.2.6 Communication behaviour

Effective communication within an organisation dewhs both sender and receiver to be active
participants engaged in transferring knowledgea loross-cultural environment all participants
has to have the abilities to decode and encodeagessn a winning manner so that the messages
are understood within the others’ cultural setti(igskaria et al., 2004). The effectiveness of in-
tercultural and interpersonal communication depeieda great extent on social skills. Social
skills include a process where social behavioutsckvare learned and controlled, are put into
practice by an individual. One of the key aspedtsamial skills is that they are goal-directed
meaning that certain behaviours are selected iardodreach a specific wanted result. When an
individual decides to pursue a certain goal theeeh@o major factors that influence this decision.
They aredesirability, how attractive is it to attain the goal, dedsibility, to what extent does the
individual believe that the goal can be achievedother important aspect of social skills is ap-
propriateness to situation. Social skills are behag that are adjusted in order to be suitable for
the situation and context. Individuals skilled ime@rpersonal communication understand the so-
cial situation and the types of behaviours that arguired for that specific situation (Hargie,
2006).

When learning oral communication you also learndigmals that support to the communica-
tion and shows that you understand, for examplé,‘@kd how you react to statements, for ex-
ample ‘Good’. Similar return signals make an impode in other types of communications as
well (Ne.se, 2006). These signals can be seenigf®neements or so called backchannel re-
sponses. Reinforcement is an essential skill indrubsommunication which is used by all which
are involved in communication. There are three etspiat make the reinforcement relevant to
the communication. The reinforcement has to havegpal validity; it has to have some personal
real meaning for the receiver to be able to s@s iteinforcing. It has to have personal valence;
the message has to contain enough power for tleévezdo understand its value for it to have an
impact. The reinforcement also needs to have cgeticy, which means that the message has to
be reliant and related to the response in ordeit torbe reinforcing (Hargie, 2006). In her articl
“Backchannel responses as strategic responsesliimgual speakers’ conversations”, Heinz
(2003) examines the differences in backchannebresgs between different nationalities; in this
case between Germans and Americans. The study shagles that Germans produce both fewer
and different backchannel responses compared taiéams. The study supports the theory that
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backchannel responses are a universal form of csatienal behaviour but it is important to
recognise the differences in between different laggs.

Heinz found that backchannel responses are prododealve an effective conversation and sat-
isfy the need for feedback with the speaker andiskener. Failure in producing the right amount
of responses and at the right time can be a bitaolesin phone conversations and can easily lead
to misunderstandings. In the article Heinz alsesstes the significance of backchannel responses
considering that they are an unconscious actiohatteaacquired through the language culture or
system and not by explicit language training. Thiekes it hard for individuals’ learning a lan-
guage to be aware of the backchannel productionitarichpact on conversations. Even though
there were differences in the study, it also showegeat deal of similarities. The most common
function of the backchannel responses was for k@hmans and Americans to express support
and to encourage the speaker to continue (Hein@3)20n communication and management
within business the understanding and effect obalereinforcement and backchannel responses
is well grounded. It is necessary for handling &ffee communication in every area. With the
development of new media new ways of communicai@merging and with these new ways of
reinforcement (Hargie, 2006).

Another important part of interpersonal communmatis questioning. It may seem as a
straightforward attribute of communication but deregnalysis shows that questioning is a com-
plex phenomenon with many different aspects. Ineganterms there is often the person of
higher status and in control that poses the questibhe reasons for this are amongst others fear
of negative reactions and lack of knowledge on whanquire about. One of the major issues to
take in to consideration about questions is they tieed to be responded to, and if possible in a
way that generates some kind of answer. It is migmrtant to create a working environment
which allows questioning to exist on all levelsloé organisation (Dickson & Hargie, 2006).

2.2.7 Culture

To develop a successful knowledge-sharing baseeawidonment it is most crucial to have an
understanding of how both national and organisationlture influence team dynamics (Zakaria
et al., 2004). Hofstede (2001) presents five aspettulture that has influence of the work of
global virtual teams. These are differences inkinigp and social action between people from
different countries, which are developed in earyldhood and then later on reinforced in
schools and organisations. Theses five differenace$mental programs”, are: power distance,
uncertainty avoidance, individualism versus collesm, masculinity versus femininity and
long-term versus short-term orientation. In a stddyaria et al. (2004) show some of these con-
cepts can affect virtual teams. Team members thigdecfrom cultures that value collectivism
may feel isolated because the team members araapdocplly dispersed and works without
frequent group input. For people that comes frortuoes that value individual effort, team
members from collectivist cultures can be perceageedy and demanding while individualist
team members can be seen as cold and not trueplegiers by collectivist members. Members
from cultures that rank low on uncertainty avoidaneed established clear procedures and rules
or else they may feel anxious about working wittwnenfamiliar situations and technology.

The cultural differences in a team such as worklreass, deadline adherence and project man-
agement style need to be transparent and cleadgrstood. Otherwise may information and
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communication technology usage lead to an escalaficonflict and not to a shared-knowledge
culture and learning environment (Zakaria et &04). There are a lot of assumptions today that
communication technology such as e-mail and Intemilejoin people over the world in collabo-
rations where cultural differences will not mattdowever, this may be an illusion; even though
the software of the technologies is globalisedriieds of the people using them are not; they
still have the values that origin from their cuéuThe amount of information increases vastly
through these technologies but the capacity to itakand sift through the information is still the
same as before the introduction of for example @-fike users chose and utilise the informa-
tion according to the values and beliefs of theiture. When sifting through the information
presented to them, users chose the informatiorctrdirms and reinforces the ideas that the user
already have (Hofstede & Hofstede, 2005). Bothamati and organisational culture has great
impact on the work of global virtual teams, anddset be considered when using information
and communication technologies. In order to meetddmands and pressures from the national
and organisational cultures, organisational manageénmeam leaders and members need to de-
velop consensus-building processes. These prochasesto be responsive to diverse conflict
situations and flexible to change (Zakaria etz004).

In order to work and to communicate in a global kvoontext, people need to have intercultural
communication skills. To acquire intercultural commcation skills there has to be a process
which includes three stages: awareness, knowleddeskills. The awareness comes first: the
insight that every person has a set of values afidf that are shaped from their background and
other persons from other backgrounds have diffaralies and beliefs that are shaped from their
background. The next step is knowledge. To be tbleave an interaction with other cultures
some knowledge of these cultures has to exist. Hvire values and beliefs will not be shared
there is knowledge about how the values differ. Tied phase is skills, which are based on
awareness, knowledge and practice. The knowledget dbe other cultures has to practiced and
used. There has to be a feeling and satisfactionasfaging a global intercultural environment
(Hofstede & Hofstede, 2005). It also has to be aekadged that the choice of language affects
the team work to a great extent. The use of fomgta English as conversational language in
geographically and culturally dispersed teams ¢andcintended meaning and hinder knowledge
management due to assumptions that terms and slamge English-language culture have the
same meaning in another English-language enviroh(@akaria et al., 2004).

2.3 Actions

To achieve a functioning and effective communicatitere are several actions to take by both
leaders and employees. When planning for commuaitand working in the global environ-
ment leaders need to recognise that employeesipedeadership in terms of actions. There is
no use to have rules and conventions if they atamplemented practically in the daily work
(Andersen, 2005). To create an effective globauairteam and a knowledge-sharing environ-
ment, team leadership has to involve effective ssmdtural communication and understanding.
Leaders need to make sure that team members has® aultural training, which is crucial in a
global environment. It can help people recognidapaand adjust to culturally diverse work con-
texts and develop a global mindset. People neeshderstand and see cultural differences, they
need to feel comfortable with different culturesldahey need to act accordingly to suit cultural
differences (Zakaria et al., 2004). Team membeesl ne have an open discussion about cultural
differences and similarities. It is important t@mdify the own and others working context and to
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recognise the organisational cultures. Memberseofjgaphically dispersed teams also have to be
familiar with the other members’ competencies aaspnal attributes, and through this establish
trust (Gibson & Cohen, 2003).

Employees that have had higher levels of trainmgammunication skills are more satisfied
with the overall communication climate. The reasonight be that they are more aware of the
constraints on management and their own respoiigi®il(Hargie, Tourish & Wilson, 2002).
Hofstede and Hofstede (2005) talk about two wayleafing intercultural communication. One
way focuses on learning specific facts about tiemtulture such as facts abut the country, its
geography, its language and its history. This efulsnformation but does not give any insight of
effects of the culture on the perception and useoaimunication. The other way of learning in-
tercultural communication is to focus on awarersess general knowledge about cultural differ-
ences. This type of education is focused on hovottre mind and its values can differ from oth-
ers’ minds and values. This knowledge is not spefof a certain country; the abilities and skills
that are taught can be applied in every type ohomln culture. It focuses not on how people live
in a country but rather on how work is performedwhto get a work done. Studies has shown
that one of the biggest problems people workingtiange culture experiences is the lack of un-
derstanding and support from the contact at tharosgtion at home that is not experiencing the
differences at first hand. It is therefore impotttor the contact to also have an understanding of
the differences in culture that exists.

It is useful with face-to-face meetings when forgnthe global virtual team in order to foster
strong relationships between members that are gpbmally dispersed (Zakaria et al., 2004).
Leaders need to conduct a limited number of ctifi@ee-to-face meetings where members can
develop an agreement, norms, roles, and delivesabls recommended that the team meet regu-
larly, for example every fourth month, two to thrdays at a time (Gibson & Cohen, 2003).
These face-to-face meetings can also encourage emsnbb share individuating information,
which is a major aid to decrease the depersonalisttat often exists in global teams (Wilson et
al., 2006).

It is important for leaders to make clear defimsoof responsibilities in order to have smooth
coordination when forming a global team. It is esplly important when the work in the team is
only part of the members’ responsibilities. By pdivg guidelines on how often to communicate
and by implementing a regular communication patteenpredictability can be increased and the
uncertainty reduced which will help the teams’ aboation (Jarvenpaa & Leidner, 1999). Lead-
ers should also create goal alignment across @atomal boundaries, making sure that the ac-
tivities and the output are aligned with local agidbal objectives (Gibson & Cohen, 2003). To
improve cross-cultural communication it is impottéor managers to appreciate diversity, relate
to the individual, be respectful and practice tyaPicardi, 2001). Another important action that
leaders should take is to increase the qualityask-telated communication. By doing this the
management can stimulate employee commitment tortenisation. This involves making sure
that the right information gets to the right platdhe right time. If employees perceive the task-
related communication as high quality, they develgupportive attitude to the managers and the
organisation. This supportive attitude can alsabeaieved through employee trust in the man-
agement, which is developed when an organisatiordgagement is upright and explains its
goals and is open about problems (de Ridder, 20@ble 5 shows the types of knowledge, skills
and abilities that are needed in order to buildinguccessful virtual team. It is important to be
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aware of that there are things to do both as awithéal member and as a team to make the work
function in a virtual context. The individual membeeeds be aware of the cultural differences
that exists, learn to communicate and to be famligh the technologies that are used while the
team as a whole must establish norms and goaltodadrn to solve problems and conflicts.

Table 5Building a winning virtual team: types of knowledgills and abilities (KSAS).

At individual level Description At team level Description
1. Self manage- 1. Become one’s own coach 1. Establish team’s 1. Clearly establish and de-
ment and leader goals fine team’s roles
2. Set personal agendas 2. Preliminary face-to-face
3. Motivated to take appro- meetings and series of
priate action team building exercises
4. Behave proactively and 3. Reach consensus around
manage themselves goals and roles
2. Communication . Select appropriate trans- 2. Establish team’s 1. Develop a code of con-
mission medium norms duct and set of norms
2. Learn to interpret signals 2. Use specific modes of
sent by team members communication and ac-
3. Clarify misunderstand- ceptable response time
ings by overcoming lan- 3. Document archiving in
guage and cultural barri- shared space
ers Establish task priorities
3. Cultural sensitiv- 1. Cognitively understand 3. Team problem Ability to solve complex
ity and awareness the myriad differences  solving and con- problems by bargaining
2. Perceptively aware of the flict management and negotiating
team member’s cultural 2. Develop creative mecha-
values and patterns nism by combining com-
3. Ability to identify and puter technology and vid-
recognise potential cul- eoconferencing
tural conflicts 3. Develop early warning
systems to alert potential
conflict
4. Trust 1. Develop trust based on 4. Team learning . Learn from each other
perceived similarities, re- 2. Build on each other’s
sponsiveness and de- work
pendability 3. Create a safe, secure
2. Understand worthiness is team environment
assessed based on behav- 4. Encourage easy collabo-
iours and not merely ration
good intentions 5. Create a ‘community of
practiceé
5. Comfort with 1. Competent and confident 5. Balancing rela- 1. Take opportunities to
technology to use information and  tionship and task build social ties
communication technolo- team 2. Share learning experi-
gies ences
2. Openness to learn new 3. Get together and recon-
technology nect in space as much as
3. Changed mindset for use possible

of technology to collabo-
rate in new ways

(SourceBlackburn, Furst & Rosen, 2008 Zakaria, 2004).
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Members in global teams need to communicate fretyuby using different media. They must
plan advanced technology use carefully and theg n@elevelop communication norms that fa-
cilitate technology use and bridge differences §8ib& Cohen, 2003). When introducing tech-
nigues that will help collaboration, managementusti@asses where the need to collaborate exists
in the organisation and target those working spghevianagement also needs to make sure that
standards for the technologies are uniformly adbgt®ss the organisation. If conflicting tech-
nology standards exist, they can create problemshatan hinder the functions of distributed
teams (Mark & Poltrock, 2004). Leaders need to nwmke to develop infrastructure and tech-
nologies that connect dispersed members, to esttabéilection, development, and training pro-
grams for virtuality, and build performance managatsystems that enable strategic alignment.
Leaders must also design dynamic systems thatapmonsive to changes across contexts (Gib-
son & Cohen, 2003). The interesting question iwhat extent the department fulfils these vari-
ous considerations of making an effective and iefficcommunication culture.
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3 Research methodology

This chapter presents the method used in the sty .study comprised two rounds of inter-
views. The first round had the objective to oriémtthe researcher in general communication
routines at the investigated department, and tbenseto investigate facilitators and barriers for
effective and efficient communication.

3.1 Design

This study has been performed as a qualitativeareBeln a qualitative research the emphasis
is on description and discovery and the data arthenform of thoughts mediated via words.
When studying the communication at the departmenuiestion a qualitative method was neces-
sary in order to get a rich and in-depth understandf the individuals and their perceptions of
facilitators and barriers for effective and effitieccommunication. A major reason for using a
qualitative approach as opposed to use a quanétapproach was because a quantitative ap-
proach lacks in details and does not offer theestbjto respond in their own way. This could
lead to lack of information and personal experisneéich has been essential for this study.

3.2 Participants

The participants in the study were all employeehatinvestigated department. In the first
round of interviews, with the objective to get amentation of the current communication, the
subjects were members of the management grou atejpartment and they were chosen in or-
der to get a balanced perspective from differentketa. Another factor as to why the specific
respondents were chosen was the availability. Thubgcts were managers situated at the office
in Gothenburg, and two were managers that nornahy situated in offices in other parts of
Europe but for the time being were in Gothenburgttend a meeting.

In the second round of interviews, with the objpetio analyse the communication, fourteen
employees were selected for the interviews. In otdeget as broad and balanced view of the
communication, people from all levels and fromiallolved countries at the department were
chosen. The top manager at the department wasrchgsa respondent and also five of the man-
agers who were a part of the management grougatdpartment, two of them situated in Goth-
enburg and the other three situated in Germanyial and France. A manager situated in USA
was also chosen as subject. The remaining seveenapioyees at the department situated in
Gothenburg (Sweden), Belgium, Italy and USA, seleld & below.
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Table 6 Participating subjects in the interviews.

Management level Country  Number of subjects

Top Sweden 1

Sweden
Germany
Middle Belgium
France
USA

Sweden
Belgium
Italy
USA

Regular employees

RPRrRANRRPRRERERN

Note Unfortunately Japan representative did not padite.

3.3 Instruments

The data for this study has been gathered by usisgyuctured and semi-structured interviews
as instruments. The first round of interviews hael 4im to give a general picture of the commu-
nication and therefore was unstructured intervieest suited for this. Unstructured interviews
give the respondents room to answer freely arousubgect, which was necessary to get a com-
prehensive picture of the communication. In theoedcround the aim was to analyse the com-
munication and therefore were semi-structured wiegrs used. It directs the respondents to spe-
cific subject areas but gives them the possibibtanswer freely within these areas.

The basis for the interview guide to the semi-gtrred interviews was taken from the book
Handbook of communication audits for organisatibgsHargie and Tourish (2000). It contained
general questions for analysing and auditing th@roanication within an organisation which
were modified to better suit the research. The gwds also altered as the interviews proceeded
and new subjects and questions aroused. The ietesvievolved around the categories in Table
7, for the full interview guide that worked as aisdor the interviews, see Appendix 1.
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Table 7 Interview areas.

* Amount of communication

* Bad communication situations
» Barriers and weaknesses

* Communication channels

+ Communication behaviour

» Communication topics

e Cultural and language differences
» Facilitators and strengths

* Feel part of the department

* (Good communication situations
* |deal communication

* Improvements

* Internal newsletter

* Annual face-to-face meetings

e Trust

3.4 Procedure
This chapter describes the procedures for the 8eeons of the research.

3.4.1 Literature review

The first part of the research consisted of a miagnature search. In the literature search books
and articles were scanned in order to get a theatdtamework for the research. The focus of
the search was articles form scientific journal®ider to get hold of relatively new and current
theory and study results. The search for articlas eonducted via databases at the websites of
Northumbria University Library (Nora), Chalmers taloy and Goteborg University Library.
Typical search terms used wemrganisational communication, communication ayditsist,
knowledge sharing, intercultural communication,eiptersonal communication, global teams,
computer-mediated communication, virtual teams

3.4.2 Interviews

The primary data collection for this study was gaéidl through interviews. The first round of
interviews was all performed face-to-face at thacheffice of the department in Gothenburg.
Present at the interviews were the researchergpondent and the researchers supervisor at the
department who were there as support to explaisilplesincoherencies. The interviews were
captured by the researcher taking notes.

In the second round of interviews eight was cornelilidace-to-face and six via telephone, this
due to the geographical dispersion of the respdsd@resent at the interviews were only the
researcher and the respondents in order to avbidiied and censored answers. Before the in-
terviews started the subjects were informed thatitierviews were confidential and that they
participated anonymously. None but the researcloeddvknow what exactly they had said. The
interviews were recorded in order to capture alk tivas mentioned for a complete and correct
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analysis, before starting the recording the respotsdwere informed and asked for permission.
The duration of the interviews varied from halfteour to an hour.

3.4.3 Data analysis

The first set of interviews were summarised in doeument in order to get an overview of the
communication.

All interviews in the second round were transcrilbethe original language. The extracts from
the non-English interviews presented in the reselte translated in to English but not the whole
documents. The transcripts were coded by usingyoegation, the content of each transcribed
interview were sorted in to the categories thatliated in Table 7. The result was presented in a
structure based on the categories, with some caésgoollected under the same headline. In
each section of the result some quotes were pexsémtorder to emphasise and highlight the
findings. All the answers and quotes were preseateshymously in order to keep the confiden-
tiality.
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4 Result

This chapter presents the result from the two reusfdinterviews. The first set of interviews
had the objective to give the researcher an otientan how the department and the communica-
tion functioned. The second round of interviewsjothwas the main part of the research, ana-
lysed the communication by looking at what the meralat the department perceived to be the
facilitators and the barriers to the communicatmal if they had any suggestions for actions to
take in order to make improvements.

4.1 Result from the orientation interviews

Here is the result from the first set of interviegresented. It gives an overview of how the de-
partment and its communication functions. The psepwith these interviews was to give the
researcher a foundation for the analytical intergi@and therefore does this section consist of a
summary with no deeper analysis.

The communication within department is mostly exedwia telephone and e-mail, those are
the two most used medias. They also have an intrghere they can search for information,
which is mostly intended to be a sort of window ttegir clients. There is also a shared hard drive
where everybody at the department can upload dmsdgart of information. There is no access
limitations on the drive, anyone can go in to apnguiment and take part of it and make changes.
This is used especially in projects where peopsfiyeaan share documents that they work with.
The department has in addition to this access twalled e-rooms, which can be used for docu-
ment sharing and chats like group discussionshayt &re rarely utilised.

The department has a somewhat regular meetingheoufivery week there are meetings with
the office in Sweden and the European marketsdteparticipating via phone, calling in to the
conference room. Japan or USA odes not participatbese meetings, partly because they are
not part of the same service centre as Swedenhentest of Europe and partly due to the time
difference. There are instead monthly meetings tidse markets where the management from
the office in Sweden participate, or are intendegbdrticipate. The managers for the different
markets in Europe travel to Sweden around onceyeseszond month for a face-to-face meeting
with the managers in Sweden for a meeting off iocatvhere more individualistic issues are
discussed, not only facts and figures. The onles&irthe whole department gets together is at a
face-to-face meeting, or event, twice a year wieeerybody travel to Sweden for a two day get
together with meetings, presentations and othavites. In addition to these meetings, every
group get together once or twice a week, the freguelepends on the group, where different
issues are discussed, both facts and figures amd peysonal topics like team and individual
development.

The department also has a newsletter that is sgmniae-mail around once every second week.
This newsletter contains information about whatappening in the different groups and in the
different projects, and what will happen in the miedure. The objective is to give everybody a
knowledge on what is going on at the departmeptder to give people the chance to contribute
with information or participate in the project astigities that happen in their market or in their
area of expertise.
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4.2 Result from the analytical interviews

Under this section is the result from the analyticgerviews presented. The result is divided in
to ten categories around which the interviews fedu3he categories do not perfectly match the
interview questions; some topics have been colliegteler the same categorical headline.

4.2.1 Communication topics

The major part of the communication concerns twgomareas, communication about projects
and the running daily work and communication abmahagement questions. A big part of the
communication seems to be connected to informattaring. It is for the most part people in
Sweden that need information from the differentkats around different subjects for projects; it
is not as common with information sending the othvarly around. People also communicate
when they need in-put to projects, feed back otateactivities or if someone else has done a
similar project that person may have somethingulgef contribute with. This communication
goes in all directions within the department. Thenmunication can also be about new activities
or projects that are being launched or informatioorder to keep people up-to-date on what is
going on in the projects. The other type of comroation is about management questions. This
involves issues about staff and management arsdaiso about coaching and support to people,
concerning both work and personal development gurest

4.2.2 Communication channels

Almost all available communication techniques aseduwithin the department. Most of the
communication happens through e-mail and telepldmeeto the geographical dispersion, where
it is possible, mainly at the office in Sweden, plechave face-to-face communication. Meetings
involving people from the different markets are alsuperformed as telephone conferences that
are supported by the groupware NetMeeting. Thiblesahe participants, even though they are
not at the same location, to have the same viewhem computers, for example to watch the
same PowerPoint presentation.

Even though how and when people use the differemtncunication channels varies, the rea-
sons for why to chose a specific channel is pmaitigh the same among all interviewees. In gen-
eral, e-mail seems to be used for information sigawhile telephone is more used when there is
something that needs to be discussed. E-mail id wden the communication is not urgent,
when people need the time to compose the informatial need to specify in writing in order to
explain to make things clear. The time differenaehiw the department makes e-mail a much
used tool; people can read and respond when thaytha time. Many interviewees also felt that
e-mail was useful because it is a written proot tha communication has taken place, that in-
formation has or has not been shared.

“Sometimes you can be much more precise commungata e-mail, mainly if it is a delicate
subject and you need to discuss about detailgnk ftis an advantage to do that via e-mail.
Other things are better to have an open discusdiont with someone over the phone. It de-
pends really on the subject and time”.

Telephone seems to be more used when the commonicaincerns something that needs to
be dealt with immediately, something urgent. Mdsthe respondents felt that telephone gave a
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much more personal contact which is necessary dorescommunication. Some concerns or
problems that are needed to be discussed with stgpbndent time are better suited to be com-
municated via telephone. Telephone is also usedifect questions where there is no need for a
big amount of information sharing.

“In one project that | had there was a lot of d&stans back and forward by e-mail between me
and my contact person in the market. Finally, ti fiedt | had to talk to the person instead. So |
called over the phone and we solved everythingiancall”.

The communication channel that is the far most f@ps face-to-face communication. At the
office in Sweden this seems to be the most frequantto communicate, but it s only there for
obvious reasons where this communication chann@bssible. It is only there where it is possi-
ble to walk up to your colleague’s desk and askestjon or have a discussion.

When and how often the different communication cieds are used vary a lot between the re-
spondents. Some people use e-mail as much as lgoasith possibly supplements with a tele-
phone call if necessary while others prefer to aallmuch as possible, only using e-mail when
needed. This behaviour does not seem to be comhtctmuntry or nationality. People with the
same nationality or sitting in the same countryffice did not necessarily communicate in the
same way; the differences seem to be more duertomaity, and individual preferences. The
communication frequency also seems to be relatqoketsonality. Some interviewees had fre-
guent daily communication with their manager oleajues at the department, wanting constant
feedback and input, while others communicated abooé a week.

4.2.3 Amount of communication

Almost every one of the interviewees is contentéith Whe amount of communication within
the department. Both the information sharing amdftequency of meetings seem to be satisfy-

ing.

“I don’t know which information | need to receivieat | haven’t received. All information that
is relevant has been communicated”.

What some experienced as redundant was the massatisrom higher management regard-
ing information about the whole company but notitifermation coming from the closest man-
agers. Some respondents, especially with managmsitions, receive a major amount of e-mail
every day but they did not experience this as alpm.

“It's about being able to prioritise and sift. Ahdee that as a competence that you need to have
in a modern working environment”.

To handle the amount of information that comeseviaail the respondents felt that it is crucial
to sort and prioritise, either with the help of @ok or by a home made system. Overall the
amount of communication was satisfying. There waly @ne respondent that felt that there
should be more communication, and then especialyelephone. He or she asked for more calls
regarding up-dates on what is happening withindépartment and about what is going on for
the moment that are interesting.
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4.2.4 Annual face-to-face meetings

The general opinions and thoughts about the amrmeatings are similar for all interviewees.
The big profit and the major benefit is the sogait, to get to know each other and to get a face
and a personality to the persons that are patie@ftommunication. It is a good opportunity to
catch up on what is going on in projects and inagheryday work. The interviewees also appre-
ciated the opportunity to see each other in a eglaeenvironment, to have dinner and maybe a
drink together. The social part was the major bttt all interviewees stated.

“I really appreciate the meetings because it'sréepeopportunity to meet the other markets, to
catch up, organise a few small meetings. That hadtcial part to get to know each other are
the benefits rather than the content of the meéting

As shown in the statement above, the social path@fmeetings are very much appreciated,
while the actual content is of no significance. iy part of the interviewees felt that the meet-
ings’ focus was too much on reporting of resultd ather lectures resulting in too much one-way
communication. The timetable was experienced aspacthed making the open-meeting times,
which is time set apart for mingle and social iatdion, to suffer. The respondents stated that
there is not time enough to speak to everyonetl@adspecially applies when everybody want to
get some face-to-face time with the participantenfrJapan and USA who only come to Sweden
twice a year.

Another problem with the meetings that some intamaes experienced is clustering. People
sitting in Sweden tend to stick together and tlieioparticipators stick together at open-meeting
time and at lunch and dinner inhibiting the soaméraction. People from Sweden also tend to
speak Swedish to a great extent making it hargpéople from the other markets to engage freely
in a conversation.

The people interviewed presented a number of ingr@nts for the meetings. The most com-
mon suggestion is to change the set-up to focu® morsocial interaction and less on numbers
and figure presentations. Some interviewees cante thve suggestion to have a sort of team
building activities or lectures around culturalfdiences in order to increase the feeling of all
being part of the same department and to see ttaabs that hinder an efficient and effective
communication. There were suggestions of fewer rhbagtings with one presenter and more
group discussions in order to increase the two-ezagmunication. When there are presentations,
there were several comments on making them reldeamtverybody; for both the people sitting
at the central office and for the people working iaithe markets.

“The presentations from the markets should haveader perspective, not saying that they are
not interesting now for some but they need to berésting for everybody, the whole meeting
should be relevant to everybody who participates”.

Another issue that was raised by a number of tteniewees was commitment. Everybody
that participates need to take the meeting segicusll to participate actively, to make it a prior-
ity. In connection to this issue some of the inamees talked about the location. They had ex-
perienced in previous meetings when having the imgé&t a remote location where everybody
spent the night that people were more engaged@ndited to the meeting. There was no stress
over going home or to other engagements; the ngeetas the only thing that day and people
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could relax and interact in a better way. In therviews there were also suggestions from differ-
ent directions to have these meetings in othertcasnbut Sweden in order to get insights in the
local markets and to take turn on travelling. Ne¢rgbody felt that the meetings should be held
outside of Gothenburg; some people living in Gotheg wanted to return home in the evening
to their own bed and some of the people travelditgnot appreciate the extra time it takes to
travel to a location outside of the city.

When it comes to the frequency, the major parthefinterviewees felt that two times a year
was enough. Two people felt that it would be nigthwnaybe three to four times a year while
another suggested once a year but for more dayscadiiicern is the time it takes from the ordi-
nary work, especially for those travelling, andsitcostly in time and money to stop the opera-
tions on an entire department for several days.KByassue that everybody felt was that no mat-
ter the frequency, the time spent must feel liké imgested.

“A lot of people feel that the time could be usediibetter way because this is the only time we
all get together. To have more activities that ea team feeling, to get to know each other
better. It is much easier to communicate if youkrsach other”.

The overall major thought that everybody had was tocus of the meetings should be social
interaction. To get to know each other, peopleshpetencies and abilities, how they react in
different situations and to different problems. #ggestion that was made by several interview-
ees was, in order to work counter to the clustertginner and lunch make an active placing in
order to increase the interaction between peoplledrdifferent markets.

4.2.5 Culture and language differences

Although the major part of the respondents in titerviews experienced cultural differences
within the department in connection with the comroation, few saw the differences as prob-
lems.

“That it's not a problem doesn’t mean that you donisinterpret each other. It's a problem if
you can’t get pass it, but if you can it's not algem”.

One issue that was raised was the differenceseiwtly to communicate at meetings. People
from southern European countries can sometimes &ia\aggressive communication style. Dur-
ing meetings people can have big loud argumentatimit when the meeting is over they are
back to being friends. For people in Sweden andratbuntries it can be hard to leave those feel-
ings at the meeting and to not let them influemeeperception of the person in the daily job.

“I have had that several times that a Swedish peinss confronted me with something and the
day after they call me to apologise. And | thinkyware you apologising, | already forgot about
it, that's a normal way of discussing”.

“We are pretty calm; you don’t come to bad termd have a row about something at a meeting
as a Swedish person. In other cultures you canhfgghting and then you walk out and you're
friends again. It does not really work like thaydfu have a good relation. If you get in to an ar-
gumentation at a meeting you probably don't likat fperson very much”.

The biggest differences that the interviewees egpeed were Europe in comparison with
USA and Japan. When it comes to USA some resposdielhthat they have a more straightfor-
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ward and demanding communication. The American comaation style is more abrupt and
demanding, nothing is sugar-coated which can berexpced as much more aggressive and un-
pleasant than supposed to by inexperienced pegpln respondents in USA mentioned that
they understood that, especially, Swedish peopléddoe put off and feel that the American style
is a bit bossy and obnoxious. On the other endwofraunication behaviour is Japan. People had
the experience that when communicating with Japgasais not always a yes and that people
there do not always say straight out what theyktlind feel. Another concern that was raised in
connection with Japan was the language. So farmeohas experienced any major difficulties
because the person sitting in Japan has workdteatdpartment for long time and speaks good
English and is well familiar with everybody, buttivia new person taking over that position peo-
ple felt that there may be issues.

Some of the respondents in the interviews said ttheyt communicated differently depending
on which country the person they communicated wame from while others stated that they
communicated in the same way no matter nationalibe biggest difference and what must be
considered according to some were the tonality, pewaple express themselves varies, and spe-
cifically in written messages.

“Every time | write an e-mail | try to think abotite nuances so that it won’t sound unpleasant
when | send it”.

Most of the respondents felt that the differenaesommunicating was due to personality,
while some felt that the culture was cause andrsttfe®ught that it was a combination. What
everybody agreed on was that both the personalitlytlhe country have to be considered when
for example composing an e-mail.

“You have to take in consideration which count@es involved in the projects”.

“It's a different way of working there and you et take that in to know that, otherwise it
can create frustration with those people”.

When it comes to language, nobody in the interviewgerienced any major problems. The
level of English differs within the department ahere can sometimes be small misunderstand-
ings or incorrect formulations, but there are neagy big problems that hinder the communica-
tion. The most important reason why the commuracatunctions despite the cultural and lin-
guistic differences is according to almost evergpondent that everybody knows each other
quite well. The employees at the department hauw&edotogether for a longer period of time and
have gotten know the way people communicate, readtrespond. The interviewees seem to
consider the differences as an asset in their canwation and daily work and not as a barrier.

“I experience cultural differences within the depzent but | think there is a value adds. | don’t
see it at all as a problem. | see that as sometiosdive, that we are working differently, that
we are thinking differently. I think it's positive”

4.2.6 Feel part of the department

The respondents in the interviews that are noatatliat the head office in Gothenburg were
asked if they felt as if they were a part of th@atément. Most of the interviewees feel so but
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when they were asked to grade on a scale how martfopthe department they felt the answers
varied. The scale was graded from one to five whieeeswere completely part of the department
and one not part at all. The answers varied fromtwfour with an average of three. The reason
why they do not feel completely as part of the dipant is mainly that the social part is miss-

ing.

“There are things that we can't participate inglihe Friday cake, the local department meet-
ings, the informal meetings in the cafeteria. Wa'tlbave that but we are still part of the
team”.

Because of the geographical distance people teanalrsituated at the head office misses out
on all the informal encounters. They miss informatfrom meetings that are not booked in ad-
vance but just happen by chance when people pabkso#iaer in the corridor. It is not only the
geographical distance that makes people feel dpthe department. One respondent felt that
it was more due to that person’s work specialigntithe distance. Of the interviewees, one per-
son did not feel as part of the department. This n@t only because of the distance, but more
due to the management and the answering situation.

4.2.7 Trust

Every respondent in the interviews felt that thap trust their co-worker at the department and
the information that they receive. A major reasiiat several stated, is the routine that exists
within the department. People felt that they castteach other because they have shown them-
selves to be trustworthy before.

“You have full confidence that they will find the$t solution, they have shown that they can”.

Some interviewees felt that if there ever are aoyhds it is in connection with people newly
employed, people that does not yet have the roatngeexperience. In those cases people double
check just to see that everything is correct. Reajdo felt that the person asking for information
has a responsibility when it comes to trust. Whskirey for information or in put it has to be
clear what it is going to be used for in order tloe respondent to give correct and accurate in-
formation.

“It is essential to be obvious in the beginningr Fe it is about communicating the essentials
of what you do. It is important when asking a gisesto be clear about what you expect. Then
it's up to me as receiver of information to be asviimat | can’t use the information any how”.

The experience of working together for several yeard people knowing each other were thro-
ughout the interviews mentioned as ground for thsting climate. The respondents felt that if
incorrect information is distributed it will alway®me back to the source.

4.2.8 Facilitators and strengths

The major strength in the communication that apmndents in the interviews experienced was
the open climate that exists at the departmentplBezxperience a communication climate that
allows them to raise any issues or questions ntemtie level that they work on.
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“It's all around the open climate because we knbat tve can raise issues, we can talk to each
other. It's really the open atmosphere, and its dpen climate that strongly supports open
communication”.

“We have a very open dialogue, via mail and paytial the management group, where every-
body has the space to talk and listen”.

The respondents experienced the department’s comatiom to be transparent. There are no
hidden agendas and most information is open anessaitile to everyone that wants and need to

take part of it. People do not have any hidden @egp when communicating, but are very direct
and sincere.

“People are very natural, there are not much dblaigal agenda, you never have to look for a
underlying purpose, what does he mean by this, vghla¢ trying, which you can be forced to
do in the rest of the organisation”.

A common opinion was that everyone at the departnsevery approachable. People state in
the interviews that if there are any problems cegions that need to be discussed, it is easy to
deal directly with the person in question; ther@dsnecessity to go via a manager at first hand.
Another factor that is a great strength within trepartment, which many of the respondents
stated as the key to the communication, is theopatsrelations. Most of the employees at the
department have been working together for a lopgend of time meaning that they know each
other and each others communication behaviours Wedly are aware of what people tries to say
when they express themselves in a certain way enliey react to different types of communi-
cation and information. When sending out informatend questions people know the receiver
and have the possibility to adjust the communicatiocordingly. Because they know each other
people also show consideration and care towardsandeother, people have understanding and
patience if there is a malfunction or other protdei®@ne respondent said in the interviews that
since they know each other, communication that atlynmay be needed to have face-to-face is
possible to have via the telephone instead.

The major factor why the communication in most saaetually works is according to several
respondents the management of the department.

“It's mainly related to the team manager. This pars influencing the way we work together
and how the relation is between the different peophat's my conclusion and really why | en-
joy working at this department”.

People in the interviews were satisfied with theywaat the managers on all levels at the de-
partment handled the communication. The managers perceived as being open and easy to
approach. Respondents felt that the managers shirte information that they were allowed
to, making the department transparent and peopdeeanf what is happening for the moment and
in the near future. They also felt that the managentributed to and withheld a structure that
facilitated the communication between all employatethe department.
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4.2.9 Barriers and weaknesses

There are a number of issues that seem to be thiersao effective communication. Almost
all hindering factors revealed during the intervdemere connected to the fact that the department
and a big part of the everyday work are geografiiidespersed.

One issue that was raised in the interviews wasgipes. Being a global department and acting
in different markets makes people prioritising elieint things. Especially the respondents sitting
in the markets felt that prioritising was a probjemt a major problem but something that some-
times creates difficulties. They get demands batimftheir local sales company and from the
head office in Gothenburg which can create a diffibalance about what communication and
information need to prioritise. Some of the respamd also stated that there can be confusion
when the head office asks both the responsibleoparsthe market and the sales company for
information or if the sales company does the sdnmgtthe other way around. This can lead to
unnecessary ineffective communication and doublekwanother factor that was raised in the
connection with priorities is that people withiretdepartment has different visions and informa-
tion needs that sometimes can clash.

“We want to look in to detail in our countries whas Sweden they want the global overview,
they want to see the big picture. And that ofteso @reates some conflicts”.

The most frequent factor that was raised as a vesskwas that almost all interviewees touched
in some way was information involvement. There g@blem in distributing information to eve-
rybody that need it and can benefit from it.

“It can sometimes happen that | forget to contgatison for telling them that I'm doing a pro-
ject in their market because there are so many thinegs to think about when working with a
project and you may not spontaneously see whyshewuld be involved”.

The result of this was that many of the interviesvisdt that they did not know what was going
on in the department, what projects and activitied are up and running and which ones can be
interesting and beneficial for them. Many responsidéelt a conflict in connection to this. There
is an ambition to share the information with everyohat has an interest in it but everybody is at
the same aware of that it might lead to an inforomadverload that hinders instead of helps. One
tool that is used in order to inform everyone witthe department on what is going on right now
and in the near future is the internal newsleftbe feelings about the news letter varied amongst
the interviewees, although most of them saw it @srg good idea but far from all read and took
part of its content. Some felt that it was too het swift through, too much information that
was of no concern for them. Another opinion thas weised was that once the activities or pro-
ject start they are already forgotten because techntime has passed since they read it.

“It talks about, let's say a project that will gtax one month in your market, but you're really
not in to that at that time you're reading the rletter, and then you forget”.

Most of the respondents were aware that everybadyah individual responsibility to make an
effort to know what is going on in their market amea, but due to the workload it comes far
down on the priority list. Not everybody thoughtfeiat it was malfunctioning; some saw it as a
very useful tool that they read with great profihother matter that was raised in connection with
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information involvement was to who the recipierteld be when communicating, mainly con-

cerning e-mail. Should the e-mail be sent diretdlyhe specific person or should it go via the
manager, who else should be the receivers of mifiismation. Should this question be directed
directly to the local sales company in the markethwuld it go via the department’s person situ-
ated there, these were questions that were medtionthe interviews that had caused concerns
in the past. People had also experienced that Wiegnfinally were informed about a project that

was happening in their market or area it was oftenlate, and there was no time for them to
come up with ideas or inputs that could benefitghgect. Some of the respondents said that if
communicating the right information to the rightrgen the competencies within the department
could be used in a better and more efficient way.

Many respondents, at all locations, felt that theese a big gap between Europe and USA and
Japan. The head office in Sweden together withother markets in Europe was experienced as
being the main parts of the department with USA daplan on each edge functioning more as
data providers than equal parties. A major fadtat had led to this is the time difference be-
tween the markets. There is no convenient timenduitie day when all locations can be on the
telephone for a conference or communicate in ahgrotvay directly with each other the same
time, and this inhibits the communication to a ¢eedent.

“What hinders is that we have the geographicabdist and the time difference. It's not as easy
to get a quick respond from USA”.

Another detail that was experienced as contributinthe gap was the fact that the people sit-
ting in USA and Japan do not have a direct repgiime to the manager of the department that is
situated in Sweden, they reports firstly to themnager in their own country and secondly to
Sweden. This also leads to that neither USA noaldagppart of the management group meetings
that are held once a week, alienating them evere fiom the rest of the department. There are
separate meetings with USA and Japan once everyhmororder to discuss the same type of
questions. All the members of the management gtioaipare situated at the head office in Goth-
enburg are supposed to participate but normaliy dnly the head manager who attends these
meetings. According to the responses in the int@rsithe reason does not seem to be ignorance
or unwillingness but a heavy work load and timestmaints. A remark that respondents had in
association with this issue was that the commuicicdietween the markets is a two way com-
munication. People experienced that they had m#depts to communicate within good time
margins and in an informative way, but that comroation was not always recognised or re-
sponded to. Also here the reasons were apprecdateelheavy workload and time constraints.

“But it is a two-way communication, it is importatitat the respondent also notice it or else
may they make as much effort as they can to no. use”

Due to the geographical dispersion, the major plattie meetings within the department is exe-
cuted through telephone conferences where someipartts’ phone in from the markets and
some are present in the actual conference rootmedtead office. The respondents in the inter-
views that participated via the phone experientésitb be some what unfulfilling. When par-
ticipating via the telephone people felt that tmeigsed out of a big part of the communication.
They felt it as being difficult not being able taye eye contact with the other participants and
not being able to see people’s body language adioas.
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“The problem is when you are over the phone, yaitdwave eye contact, you don’t see what
is going on, and so that complicates things a|itt".

“It's not only what you are saying, it's also thaywou are saying it, and to see how other peo-
ple is reacting to what you are saying. One prokieahwe have when we are on the phone and
the Gothenburg people are on a conference phomeconference room is that we don’t see
how they interact when we say something, and weatally don’t see when is the right mo-
ment to say something”.

One person also felt that it was difficult to siteo the telephone for a long period of time; it is
hard to keep up the concentration and easy to ltmses. Interviewees that participated in the
telephone conference sitting in the actual confegenom also felt it to be problematic. They had
difficulties hearing what everybody says and fekttpeople easily started talking at the same
time making it confusing on who should actually &alve word.

A big barrier to effective and working communicatiovas experienced by many to be the ab-
sence of social interaction. Again, because ofitgartment being geographically dispersed a lot
of its members felt that they misses out on thé/dacial interaction that they experienced to be
a foundation to building relations and foundatiémrsgood communication. One person said that
personal communication is the key to have a weltfioning team that can collaborate in an ef-
fective way and that kind of communication is ditfit to have over the phone.

“I have excellent professional relationships with oolleagues in Gothenburg but the informal
part is a little bit missing”.

Respondents also stated that they missed the s@ants communication that can be when
working at the same location.

“You always have to plan to have contact wheregsuf sit in the same room it's very easy to
just have a chat if something pos up”.

When communicating, it is crucial that the recipigrnerprets the information in the way that
the sender has intended it to be interpreted. Adlprmo that some interviewees pointed out was
communication interpretation. People experienced #enders of information did not always
take the time for revising and reflecting on if ildormation and the communication channel
suited the recipient and the situation. Problent decurred because people interpreted the in-
formation and used it in other ways than it wasnied to.

“We have a lot of misunderstandings that are géedraecause we compose e-mails that are
interpreted in other ways than they were intended here are a lot of misunderstandings gen-
erated that creates a snow balling affect on ehmggil

Respondents felt that it was easy to get stuck treadmill of e-mailing back and forth for
weeks about an issue that could be solved in justptone call. There have also been situations
where people communicated through e-mail with thkisets neighbour at the office instead of
just having a quick face-to-face conversation. Soespondents mentioned in relation with inef-
fective communication that they had felt people stimes do not remember to listen. A lot of
situations that they had experienced only contabreglway communication where people were
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so focused on communicating their information aithdeas that they forgot or disregarded to
listen to what others had to say.

4.2.10 Improvements

In the interviews the respondents were asked ¥f bHasl an idea of an ideal communication and
if they had any improvements that could be madeaiee a better and more efficient communica-
tion.

One idea that several respondents mentioned waave® work exchange programme meaning
people could go for a shorter period of time andkwo another market and location. This sort of
exchange programme has been done before andthl ofspondents that had experienced it had
very positive feelings about it, both people tha&ntvto another location and people situated at
the locations that got a new desk neighbour.

“Someone for example from Sweden comes and sits foera week, | think it's a very good
thing. It might not be very efficient in the shoerm, but it gives you an idea of what other pe-
ople are doing”.

“To see how it looks at their offices, in their heranvironment, how heavy their work load is,
they seem to have it pretty stressful”.

People in the interviews thought that by going tteeo locations the understanding for their co-
workers situation would be more comprehensive aedetwould be a better nearness. It seemed
in the interviews that people from all locationgegeiated this kind of programme, people situ-
ated in Sweden could imagine going to the differaatkets and people in the markets to go to
Sweden. Every respondent that once had workedlglogth a person from another location sta-
ted that the communication between them were b#ttar with the other colleagues at the de-
partment. The key point here seemed to be, as omeati in the chapter “Facilitators and
strengths”, that by working closely together peap¢ to know each other and thereby the com-
munication becomes better and more effective.

A major factor that was mentioned in the intervieWat people felt would improve the com-
munication was to enhance the involvement of allkeis. One simple thing that was brought up
was that people needed to think twice before sgndirt information, about which other persons
at the department that could have a benefit ofrtfegmation.

“Essentially it's about thinking about each otherthink that, ok now I'm doing this, if | were
them what information would | want to have, | sltbptobably send this to them. To have that
foundation in everything that you do would be gbdluink”.

Another suggestion that was made pointed on thetliat the whole department should be or-
ganised as one. Now the head office in Swedenhegeitith the European markets forms a busi-
ness service centre that does not include Japdi®Arwhich makes them alienated from the rest
of the department. If this was changed and if JagpahUSA participated in more meetings with
the head office and the other markets the involvemeuld be greater and everybody would feel
more as a whole department, several respondenésl siehere was also a suggestion made that
the manager in Sweden should have the same rebpityngor all employees at the department
and not as it is for the moment, share the respaitgifor the people in some markets with the

35



N. HENRIKSSON MSc 2007

local manager. Some respondents located out imtr&ets also felt that they wanted to have a
more collaborative role in the departmental worktead of just being data providers; they felt
that they had useful information and exclusiveghss that in many cases could improve and
make projects more effective.

Another proposal to improvement that was made wdsave more directions and established
processes on how to communicate. One responderitomea that when starting up a project that
involves several markets or locations there shdw@da clear process on how to communicate
with each other and with the client, how and wherset up the first meeting in order to involve
everybody that needs to be involved. Other respasdstated that in some cases it must be more
clearly defined who is asking for the informatievho is supposed to answer to the communica-
tion and what the purpose with it is. There werggastions made in the interviews about arrang-
ing a course in English in order to brush up onlémguage skills. Something that two respon-
dents mentioned was that the communication coulchde correct, there were remarks that the
communication sometimes is a bit sloppy, with médepgs and bad grammar. One person said
that there would be useful with a walk through ofvhto communicate in a correct and under-
standable manner, how should the communicatiorobreulated in order for it to be correct and
understood in the same way in all markets, whtitésaccurate and suitable terminology.

A remark that a number of people in the interviemade was that the dialogue between people
needs to be improved. For the first, people neethittk again when communicating. By only
taking a few moments extra to review or rethink pluepose with the communication, is it cor-
rect, is it understandable, is it necessary, avdhiom the communication should be directed to, a
lot of misunderstandings could by avoided. Peapliaé interviews thought that by doing this the
communication could be much more efficient.

“It is important to think about using the right comanication channel so that it suits the recipi-
ent, and not necessarily me as sender”.

Secondly, many respondents said that people needeten more. In many cases people fo-
cused only on communicating what they needed tonwanicate, forgetting to listen when people
tried to respond.

“We have to think about listening. That it is mangportant to listen than to talk, we need to
remind us of that sometimes because it is to belibat | have the most important things to say
or to write”.

“People felt that it is important to show respettew communicating, to say what needs to be
said and then step back to avoid monopolisingithe.tThere is a limited amount of time for
communication and by taking up to much someonésetsganmunication will suffer”.

One remark that was made in the interviews wasthigatechnology used should be revised; the
equipment that is used at the telephone confernsnicemany cases inferior. People experienced
that when communicating via telephone it is eadydar everyone patrticipating in the same way
but not the people sitting in the actual conferemaen. It was also suggested that today’s possi-
bilities for videoconferences should be lookeddrahd see if that could be something to use in
order to get an extra dimension when having mestiAgother interviewee proposed that when
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having a telephone conference, all participantsilshpartake via telephone even the people situ-
ated at the head office in order to give everybibdysame prerequisites.

“Everybody should have the same conditions for camioating; | think that is the key”.
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5 Discussion

In this chapter the theory and the results fromstiiely will be discussed and practical implica-
tions that this research has resulted in will lespnted. None of the suggested improvements has
been revised considering economical or organisatitattors but are meant to be a foundation
for further and more in-depth discussions abouttwbald be improved in the communication.

51 Theory and Result

The interview session of this study showed at s fieview that the employees at the depart-
ment in general see the communication as well-fanctg and effective, especially when they
compared it to other departments. When analysinheamaluating any behaviour it is always a
risk when comparing against other organisationdepartments. If the benchmarked department
has a higher performance it becomes a carrot, $amgeto strive after. However, if the depart-
ment that the performance is compared to has arlpegormance it is easy to relax and accept
the own work as good enough even though there reag tumber of improving measures that
can be taken. This is a phenomenon that was showeveral of the interviews at the depart-
ment. Many of the people in the interviews could think of any direct weaknesses at the start
but as the interviews went on more and more baraed limitations came up. The studied de-
partment had a good foundation for communicatiathiaseemed to work in general in the daily
work, but there are things that can and needs tmpmoved.

The major issue that gave this study its distircttharacter and made it especially interesting
was the department’s geographical dispersion. Témlpers are situated at locations all over the
world but belong to the same departmental officg la@sically have the same objectives and di-
rections for their work. In these sort of situadhere are few occasions where everybody meets
and get together face-to-face as a group. Zakare. €2004), Gibson and Cohen (2003), and
Wilson et al. (2006) all stresses the importanceeéting face-to-face in order to develop norms
and roles and to share personal information thimigbrthe team closer together. Gibson and
Cohen recommend meeting every fourth month twdhteet days at the time. The studied de-
partment meets twice a year for two days at the tivhich seems to work fine, there does not
seem to be a need for meeting more often. Whatldoeilaltered is the lengths of the meetings,
instead of two days increase it to three or foysd®eople travelling from other markets, espe-
cially from Japan and USA seemed to feel that ime tspent travelling could generate more
meeting time. There might be enough with just atraermorning or afternoon, the important
thing is that the set-up of the meetings shouldhbee to use the time people from other markets
spend in Sweden to a max.

With these meetings there seem to be two majoessgtor the first, people were not satisfied
with the content. The focus of the meeting shoddhifted from presentations of result to social
interaction; the emphasis ought to be on two-wayead of one-way communication. The meet-
ings should contain more personal interaction fewarybody and more discussions that gives
the members a personality to the person that tkaglly only interacts with via e-mail or tele-
phone. If there are results and figures that nedaetaccounted they could be presented in an-
other form, in some way that increases the intemacthe second issue with the meetings seems
to be engagement. As mentioned earlier severahrgsers emphasise the importance of face-to-
face meetings but they are a waist of time if tagipipators do not fully take advantage of them.
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At the meetings there often seemed to be clustepiagple from Sweden gathers in small groups
and people from the markets in other groups atsraxal open meeting time hindering the social
interaction that is the objective and what peoplewanting. The reason for this may be laziness
or convenience or lack of confidence. However hiese situations people need to take personal
responsibility and actively work for interactionttvico-workers which they rarely meet. There
may be enough with small reminders of this, it nhigh a phenomenon that few are aware of, or
there may be a need to more actively bring peagether through for example placing at dinner.
It can be simple measures that are enough to ealthaagyrade of interface. The most important
thing with the meetings, no matter the contentp is1ake the time spent feel like well invested.

The department in the study, as all geographiaiilpersed departments, depended to a great
extent on different technologies in order to comioate. As Zakaria et al. (2004) pointed out
communication technologies are very useful tootofercoming cultural challenges and play an
essential part in developing work structures, haytare only as effective as the ones using it. At
the department people seemed to be satisfied alfebisk the technologies they used every day,
which are telephone and e-mail. What could be imgdas the use of the shared hard drive and
the intranet. People used these tools but note@xitent they could, if the tools were modified to
be more user friendly and educated about they coeld much better complement to the tele-
phone and the e-mail than they are today. Anothiagtthat should be revised is the possible
communication technologies available on the matbt@ay. Maybe it is time to introduce video
conferences or at least update the equipment wsky twhen having telephone conferences.
Make a survey on the technologies available thakdcimmprove the communication and bring the
department closer together. However, what is ingmdrto think about when introducing a new
technology is, as Mark and Poltrock (2004) mentihrt® target those places and situations
where the technology could be most beneficial. Wiext is done it is also important to make
sure that they are uniformly adopted cross the riejeat. If the technology is not available to all
it can not be fully used. In the end, the respadlitsildor the technology is very much up to the
managers. As Gibson and Cohen (2003) wrote, ltasldaders that must develop infrastructure
and systems that connect the dispersed members.

One measure that can generate a better commumigatto look at how the technology is used
today. A suggestion that was made in the interviesas to make everybody that participates at
telephone conferences to participate via phone) évaese situated at the head office in Sweden.
By making everybody communicate via the telephorery@ody would participate on the same
conditions. Doing this, with support from NetMeetinhose people that must participate via tele-
phone would not be as alienated, people would éaein other better and people would not miss
out on body language and looks that are being nmatlee actual conference room. When choos-
ing the technology to use for communication itngortant to remember that every technology
has different characteristics. As Olson and OI&i0Q) wrote, with telephone there is audibility,
contemporality, simultaneity, and sequentiality,ilete-mail has none of those characters but
instead there is reviewability and RevisabilitygdsTable 4, page 13). It is important to consider
which characteristics are vital for the communmatand chose technology from that, here Olson
and Olson’s table, as well as Table 2 and 3 paQeantl 11 by Peters (2006), can be a helpful
tool in order to see different technologies chamastics.

The single most important factor for a functionigeographically dispersed working environ-
ment is according to a lot of the theory trust; gmeexample Wilson et al. (2006), de Ridder
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(2004), Zakaria et al. (2004), Henttonen & Blom\{&005) and Jarvenpaa & Leidner (1999).
According to the interviews trust never seemeddaah issue at the department. According to
Henttonen & Blomqvist (2005) timely response, iptiiefeedback and open communication are
behaviours that develop and enhance trust and #eeseed to be behaviours that very much ex-
ist within the department. The challenge for thpadtment is to retain the level of trust through
changing member composition and other organisdticmanges. For people to trust each other
there has to be a social interaction and sharingpdiiduating information (DeSanctis et al.,
2001; Jarvenpaa & Leidner, 1999). This may be e th future trust development, the struc-
tures are already there but people need to getdw lkeach other, especially when new members
join the department this needs to be a prioritprder to keep and increase the trust. Another
feature that is essential for trust and functionwagk in an international environment is, as both
Mark (2002) and Zakaria et al. (2004) wrote, commgoound and established conventions and
structures. This seemed to exist at the departrtemt,outines was one important factor to why
people trusted one another. This common groundleese established conventions are important
to preserve and make clear, especially for new neesnlin order to keep the trust and make the
work run smoothly and be effective.

Although the major part of the participants in theerviews experienced cultural differences,
few saw it as a problem. The major reason for was perceived to be the routines that existed
and that people knew each other. Zakaria et abD4pPf@as stated that in order to avoid cultural
differences to create problems they need to belgleaderstood and transparent. If this is the
case at the studied department is not clarifiese@med to be, as mentioned, more a question of
experience from working together before. But if naaybe more when, the organisation and set-
up of the department change, new constellationsbeilcreated that do not have the shared his-
tory. At that point it is important to be awarepafssible trouble makers, to recognise when prob-
lems occur if there are cultural differences betand if so recognise them and make them clear
and see what can be done in order to overcomebtftaaes they create.

The communication seemed to work well in generghatresearched department. Dickson and
Hargie (2006) states that in order to have goodkingrenvironment there has to be room for
questioning on and between all levels in an orgdins, and this seemed very much to be the
case. People felt that the climate was very og@retwere no hidden agendas, if there were any
guestions people did not hesitate to ask. In a@lereate these conditions that Dickson and Har-
gie talks about the responsibility is very muchtbae management. It is important when people
have questions to respond to them in some way, gvere is no answer at the time they at
least need to be recognised and noticed. At tharttepnt the management seemed to have taken
and administered this responsibility well becaumssy twere according to many of the interview-
ees the reason for the open and transparent climhgechallenge is to maintain this openness
even though the management and the compositidmeafest of the department will change. Peo-
ple also seemed to have trust in the managemeithwhas de Ridder (2004) pointed out impor-
tant in order for people to have a supportive it towards the department. This is developed
by the management being upright and explains itdsgand is open about problems, which is
very the case at the department.

As mentioned in the beginning of this chapter pedailfirst considered the communication to

be well functioning but as the study went on mard more barriers were revealed. Most of the
hindering factors were due to the fact that thead®pent is geographically dispersed. There a
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problems in involving everybody, issues with priiging due to conflicting demands and alien-
ation of some markets for example. However, alhef barriers can be erased or at least dimin-
ished by some measures that has been presented secttion and will be in the next.

5.2 Implications for practice

There are a number of improvements that can be maithe studied department in order to en-
hance the communication and make it more effeciye previous section has already in con-
nection with the theory and the result from thedgtdiscussed some measures that can be taken,
this section present some further improvements fasm the result of the interview section.

In order to improve the communication the levekotial interaction need to be enhanced in
order for people to get to know each other. Oneontgmt event for increasing the socialisation is
the meetings that are held twice every year, whiokady has been discussed and suggestions for
improvements has been made earlier in this chaptes.thing that could complement these sug-
gestions is to have exchange programmes where ggapto other markets than the own and
work there for a week up to a month. These kindexazhange programs has been done before
and those in the interviews that had taken path@m, both people travelling to new locations
and people getting visits, only had positive comtsett would be especially beneficial when
new members join the department in order for therget an understanding of the level of geo-
graphical dispersion and internationality at thpatément. By visiting another market and work
in another context the understanding for co-workérgation would be better and thereby can the
communication more easily be adjusted in orderetaniore effective. By working together peo-
ple also get to know each other on another levéthvhases the process of communication. It is
easier to call someone you know than a strangeraiso more likely that you come to think of a
person that you have a personal relation to whewlisg out information via e-mail or other
communication channels than a stranger.

Another crucial action that needs to be taken atdépartment is to bring all markets together,
especially to bring USA and Japan closer to Eur@pee thing that could have big impact is to
make all markets belong to the same business seceictre and to make all members no matter
their location answer to the same manager. All eigrkhould to be part of the weekly meetings,
which is not possible in practice due to the tinféetence, but the set up needs to be changed.
The meetings could be held very other week in thenmg together with Japan and every other
week in the afternoon together with USA. In ordemntake the communication and the work in
general in a widely spread department people neée flexible and adjustable to the prevailing
situations. It is also essential to include USA dapan when communicating as soon as there is
a project or activity that concerns those markespecially in the beginning of projects, they are
surely to have useful exclusive insights and infation about their markets that could be of great
benefit. Make those markets be more than just piadeiders; if the collaboration would be in-
creased the competencies of the department coulddzkin a much more efficient way.

A risk in every type of communication is misundarstings. To diminish this risk and to avoid
double work, there needs to be an establishmedit@dtions and processes on how to communi-
cate. Who should be contacted at the beginning@égts, how should the communication look
like, internally and with the client. This is a nse@e that would make sure that everybody that
needs to be involved is contacted and given the &nmd opportunity to make contribution to the
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project. In the interviews there was also an intibeathat there is a want for a walk through on
how to communicate in a correct manner, how to esgoneself in order to be correct and un-
derstood in the intended way, to be aware of tloeirate and suitable terminology. In order to
avoid misunderstandings and make the communicatiore effective it is also important to im-
prove the dialogue. Every member must review thgpgae for the communication, especially
when it is in written. Is it correct, is it undeastiable, is it necessary, is the purpose clearjsand
the receiver/s of the communication accurate. mplement to this people also needs to be good
listeners. When communicating people must listewhat others are trying to say and not only
concentrate on the own communication, or the wlolamunication will be of no use. Another
thing that is important to consider is that a Ibhmasunderstandings can have there origin in cul-
tural differences. Therefore could discussions abonilarities and differences be very fruitful in
order to improve the communication. If people ana@ of how others interpret different types
of communications and ways of expressing, a ldhefchances for misunderstandings could be
eliminated right from the beginning.

What needs to remembered is that when strivinghfiwdéve the communication and the work in
general, there are measures that can be takentbnngividual and team level. When planning
improvements and action plans it can be usefudé bt the types of knowledge, skills and abili-
ties that are needed in order to building a sudgkgsographically dispersed team. Blackburn, et
al. (2003) present, in Zakaria (2004), a table dkiese skills (see table 5). For the communica-
tion they stress, for example on individual lewbk importance, which has been discussed be-
fore, of selecting the appropriate communicatiarthi®logy and how crucial it is to clarify mis-
understandings by overcoming language and culhaaiers. This table can be a helpful tool
when designing a plan over measures that needstekbn.

The most important thing when launching action®iider to improve the communication is
that people see how these contribute to their wbnley need to see that the measures that affect
them in their daily work are beneficial for themwnand in the long run.

5.3 Limitations

There are some limitations of the current studye Bnchanges in the composition at the depart-
ment, no one from the Japanese office were inteadewhich could have given exclusive and
useful insights to the study. None of the suggestedsures have been evaluated considering
economy or time. Depending on the time the depantrigewilling to spend on improving the
communication and depending on the budget all stges may not be appropriate or possible
to realise. The study has looked at what the deyart can do in order to improve the communi-
cation and not the entire organisation. There miighineasures that can be taken on higher level
in the organisation that will have a positive effea the communication at the department but
that has not been taken into consideration ingtudy.
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6 Conclusion

This chapter presents conclusion derived from thedyais in the Discussion chapter. It also
presents suggestions for further studies.

6.1 Managerial implications

The communication within the studied departmentksavell in general but there are measures
that need to be taken in order to enhance the coneation and make it more effective. The
measures are of two different types, it is measwittsthe objective to retain a well functioning
behaviour or quality, and it is measures to imprmadfunctioning activities or to introduce new
improving activities.

The retaining measures should have the focus to tkeetrust that exists within the department
and between its members and to preserve the opkramsparent climate. These are mecha-
nisms that run well today but must be noticed apskeoved in order to maintain them in the fu-
ture as the department’s composition, structureaaigities will change. The improvements that
need to be done are of different characters. Festyearly big meetings with the whole depart-
ment need to be revised; especially the socialanten at those meetings must be increased.
This can be done by revising the content and seff tipe meetings and to enhance the patrticipa-
tors commitment. To increase the social interadmogeneral and to bring people closer a sort of
exchange program would be useful. People could ghter markets to work for a period of time
and thereby get a better understanding for theivaxkers situation and factors that affects their
communication. The communication technology thatsed needs to be looked over to see how
it is functioning. There may be a need to updatectirrent technology or bring in new technolo-
gies. How the technology is used should also bisedy maybe it can be used in another way to
make the communication run smoother, to give ewalylithe same conditions for communicat-

ing.

One important and crucial enhancement that musddoe is to bring all markets closer to-
gether. All markets needs to be involved earlyropriojects if the projects affect them. The de-
partments’ competencies can be used in a betterifvthg markets become more than just data
providers. There also seems to be a need for edtadg processes and common ground on how
to communicate. By setting clear directions on feowd with whom to communicate with at for
example the start of a project, both a lot of mérstandings and double work could be avoided.
A big part of the possible improvements can be donéndividual members at the department.
People need to listen more and not only focus enneonicating what they want to, people also
need to revise before communicating to make suaettie information and communication is
correct and suitable. Members at the department alss be aware of the cultural differences
that exist in order to prevent them from causimgppgms and misunderstandings.

6.2 Suggestions for further studies

The next step in this study would be to evaluatéchviof the suggested improvements to im-
plement and turn them in to concrete activitiest &ach measure an action plan needs to be
sketched, including a step by step plan on howotalgput, assigned responsible person and ob-
jective for each activity to make it possible takate and see if the measure’s been successful
or not.

43



N. HENRIKSSON MSc 2007

7 References

Andersen, J. A. (2005) ‘Trust in managers: a stidyhy Swedish subordinates trust their man-
agers’,Business Ethics: a European Reviéw (4), pp. 492-404.

Byrne, Z. S. & Le May, E. (2006) ‘Different mediarforganisational communication: percep-
tions of quality and satisfactionJpurnal of Business and Psychology (2), pp. 149-173.

Campbell, J. (1997) ‘The impact of videoconferenaezbtings on the pattern and structure of
organisational communicatiorSingapore Management Reviel® (1), pp. 77-93.

DeSanctis, G., Wright, M. & Jiang, L. (2001) ‘Buitg a global learning communityGommu-
nications of the AC\V44 (12), pp. 80-82.

Dickson, D. & Hargie, O. (2006) ‘Questioning’, irakyjie, O. (ed.Yhe handbook of communica-
tion skills(pp. 121-145). East Sussex: Routledge.

Encyclopaedia Britannica (2007) ‘Communicatidahcyclopaedia Britannica online, academic
edition[Online]. Available at: http://search.eb.com/ebéde-9109625 (Accessed: 25 January
2007).

George, G. & Sleeth, R. G. (2000) ‘Leadership impater-mediated communication: implica-
tions and research directiondgurnal of Business and Psycholo$ (2), pp. 287-310.

Gibson, C. B. & Cohen, S. G. (2003irtual teams that workSan Francisco: Jossey-Bass.

Hargie, O. (2006) ‘Skill in theory: communicatios skilled performance’, in O. Hargie (edhe
handbook of communication ski(lsp. 7-36). East Sussex: Routledge.

Hargie, O., Tourish, D. & Wilson, N. (2002) ‘Commaation audits and the effects of increased
information: a follow-up studyThe Journal of Business Communicati@ (4), pp. 414-436.

Heinz, Bettina, (2003) ‘Backchannel responsesrasegfic responses in bilingual speakers’ con-
versations’Journalof Pragmatics 35, pp. 1113-1142.

Hofstede, G. (2001¢ultures consequence®® edn. Thousand Oaks, California: Sage Publica-
tions.

Hofstede, G. & Hofstede G. J. (20@B)ganisationer och kultureiLund: Studentlitteratur.

Jarvenpaa, S. L. & Leidner, D. E. (2000) 'Commuti@aand trust in global virtual team©y-
ganization SciengdO (6), pp. 791-815.

Kalla, H. K. (2005) ‘Integrated internal communiocais: a multidisciplinary perspectiveCor-
porate Communications: An International Journa0d (4), pp. 302-314.

44



N. HENRIKSSON MSc 2007

Kirkman, B. L. et al. (2004) ‘The impact of team gowerment on virtual team performance : the
moderating role of face-to-face interactioAtademy of Management Journd¥ (2), pp. 175-
192.

Kraut, R., Fish, R., Root, B., & Chalfonte, B. (D99Informal communication in organizations:
Form, function and technology’ in Oskamp, S. & Syyzan, S. (Eds.), ‘People's reactions to tech-
nology in factories, offices and aerospace’ (pf-199),The Claremont Symposium on Applied
Social PsychologySage Publications.

Mark, G. (2002) ‘Conventions and commitments irtrcbsited CSCW groupsComputer Sup-
ported Cooperative Workd1, pp. 349-387.

Mark, G. & Poltrock, S. (2004) ‘Groupware adoptiaora distributed organization: transporting
and transforming technology through social worlttsormation and Organizatiqrii4, pp. 297-
327.

Mark, G., Grudin, J. & Poltrock, S. E. (1999) ‘Mgt at the desktop: an empirical study of vir-
tually collocated teamsProceedings of ECSCW'9%he 6" European on computer supported
cooperative work, 12-16 September 1999, Copenhagemmark.

Ne.se (2006) ‘KommunikationNationalencyklopedifiOnline]. Available at:
http://www.ne.se/jsp/search/article.jsp?i_art_id8227&i word=kommunikation (Accessed: 21
August 2006).

Peters, L. (2006) ‘Conceptualising computer-media@mmunication technology and its use in
organisations’|nternational Journal of Information Managemef6, pp. 142-152.

Picardi, R. (2001pkills of workplace communication: a handbook f&DTspecialists and their
organizationsChalmers library [Online]. Available at:
http://site.ebrary.com/lib/chalmers/Doc?id=10020848cessed: 28 November 2006).

de Ridder, J. A. (2004) ‘Organisational communma@nd supportive employeebluman Re-
source Management Journdl4 (3), pp. 20-30.

Salojarvi, S., Furu, P. & Sveiby, K-E. (2005) 'Knasge management and growth in Finnish
SMEs’, Journal of Knowledge Manageme#t(2), pp. 103-122.

Subramanian, S. (2006) 'An "open eye and ear” agpgErdo managerial communicatioihe
Journal of Business Perspectivé (2), pp. 1-10.

Wells, C. V. & Kipnis, D. (2001) ‘Trust, dependen@nd control in the contemporary organiza-
tion’, Journal of Business and Psycholod$ (4), pp. 593-603.

Wilson, J. M., Straus, S. G. & McEvily, B. (200 in due time: the development of trust in

computer-mediated and face-to-face tea@sgjanizational Behaviour and Human Decision
Processes99, pp. 16-33.

45



N. HENRIKSSON MSc 2007

Zakaria, N., Amelinckx, A. & Wilemon, D. (2004) ‘Wking together apart? Building a knowl-
edge-sharing culture for global virtual tean@teativity and Innovation Managemeas (1), pp.
15-29.

46



N. HENRIKSSON MSc 2007

Appendices

Appendix 1: Interview questions

What are your chief’s responsibilities and dutiesaerning information flows and
communication climate?

With what colleagues or your customers (i.e., otherk units) do you communicate,
and what position do they have?

What kinds of communication are necessary for goloave with other work units?
How well does this communication work?

Describe the formal/informal channels through whiol typically receive informa-
tion. What kind of information do you tend to ree? How often? Too much? Too
little?

What channels do you use through which you serwnmdtion to your colleagues and
other work units within company?

What factors tend to facilitate your effectivenessommunication on the job?
What inhibits your effectiveness in communication?

What is your idea of ideal communication possiteditat your work?

Do you trust the information you receive? When da wot trust the information you
search for or receive?

What are the major communication strengths of tigamisation?

What are the major communication weaknesses ajripnisation?

How would you describe the general communicatiomatie of today within the or-
ganization?

What would you like to see to be done to improvedbmmunication within the or-
ganization? Why hasn't it been done? What are themobstacles? Suggestions for
improvement?

Please, give examples of good and bad communicsitigations.

To what extent do you feel part of the departméoiti?a 5-point scale)

What do you think about the amount of communic&tion

Do you experience any cultural differences?

Is there anything that you would like to add?



