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I. Introduction 

 
1. Background of the study  

Being able to communicate effectively with others is important. However, not 

all of us are born with good communication skills. Communication also 

determines the growth of organization as a whole. Communication is the 

process of sharing ideas, information, and messages with others in a particular 

time and place, and it can be verbal or nonverbal. It is an important part of 

personal life and is also essential in business, education, and situations where 

people need to deal with other people.  

 

The two primary internal communication types are formal and informal 

communication. Formal communication is the sharing of official information 

about the workplace. It is dictated by the established hierarchical organization 

of the business. Formal communication is designed by the management, and 

takes place through the line of authority or chain of command (“Informal 

Communications Network”, n.d.).  

 

There are four types of formal communication: 

1. Downward communication: it is based on the assumption that the 

people working at higher levels have the authority to communicate to 

the people working at lower levels. This assumption helps strengthen 

the authority structure of the organization. 

2. Upward communication: to send information, suggestions, 

complaints and grievances of the lower level workers to the managers 

above. This is more participative in nature.  

3. Horizontal communication: the communication takes place between 

persons operating at the same level, in different departments, through 

their communication. It helps maintain coordination and review 

activities assigned to various subordinates. 

4. Crosswise communication: communication takes place when people 

working the same level interact with those working at a higher or low-
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level of organizational hierarchy and across the boundaries of their 

reporting relationships (Chand, n.d.).  

 

Informal communication is not backed by any pre-determined channels and 

can happen anywhere within organization. The primary goal of this messaging 

is to preserve and establish relationships with colleagues and superiors and 

subordinates. Since it is not defined by any channels, messaging moves a lot 

faster, but it is without any paper trail or official documentation. Good 

examples of informal communication in the workplace can be seen whenever 

one employee interacts with another employee in a casual and conversational 

way. They can talk about what they did last night or even about changing of 

company policy (“Informal Communications Network”, n.d.).  

 

There are four types of Informal Communication: 

1. Single Strand: One person communicates with one person and they go 

and communicate with another person. Communication is traveling 

from one person to another person. 

2. Gossip Chain: Group conversation where everyone is talking to each 

other informally. 

3. Probability Chain: Each individual randomly tells another individual 

the same message. 

4. Cluster Chain: One person shares information with a group of selected 

individuals and in turn each of those individuals shares that 

information with others (Business Jargons, n.d.). 

 

Informal communication can be advantageous to businesses because if 

employees have friends to communicate with, they will enjoy their job more 

which can increase productivity. In contrast, informal communication can be 

bad because unofficial or unconfirmed information can spread to employees, 

leading to mass disinformation.  

 

Communication at workplaces in Cambodia is mostly about saving face. 

Saving face plays a big role in working life, and is a question of protecting 

one’s dignity, reputation, and social standing. “An employee will lose face if 

reprimanded or criticized in front of other colleagues, so it is important to 

deliver any negative feedback one-on-one in private. Suggestions for 

improvement will also be taken a lot better than direct criticism. Saving face 

can be bad in a working environment because employees might say that they 

understand something while they actually do not. Furthermore, employees do 

not tend to easily admit their mistakes, and they do not attempt to voice their 
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true feelings as well. Therefore, most employees will avoid confrontation or 

loss of face, and actions seem defiant, inefficient or absurd” (Work 

Formalities). 

 

2. Conceptual framework of the study 

Critical theory assumes that conflict is the natural state of an organization. 

“Employees tend to resist managers, and departments compete for budgets and 

influence. Upper management must always strive to motivate lower 

management and employees, who in regularly lose motivation. 

Communication under this theory takes on the role of resolving conflicts, 

preventing problems between groups of people, encouraging employees to do 

more and providing direction that will unify the workforce under a single 

goal” (Johnston, n.d.).  

 

Information theory is concerned with how information travels with the fewest 

mistakes. If you view your communications through lens of information 

theory, you focus on how to fix messages so that they can’t be altered, but you 

need to ensure they are accurate. You must hold everyone accountable for the 

final version of communication (Johnston, n.d.). 

 

3. Statement of the problem   

This study is aimed at identifying the factors of gaps between employees and 

supervisors.  

 

Specifically, it aims to answer the following questions: 

1. What communication gaps exist between employees and supervisors? 

2. What are the respondents’ perceptions of their supervisors’ level of 

communication? 

3. What ways do respondents receive information in the workplace? 

 

 

II. Methodology  

 

1. Research and design 

As this research’s purpose was to discover the communication in the small 

organizations between employees and supervisors, a quantitative research 

methodology was used for the research to determine the atmosphere in those 

organizational environments in order to determine if there was a 

communication gap within the organization. We handed out a multiple choice 

survey to employees and supervisor representatives. 
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2. Research participants 

As this research’s purpose was to discover the communication in the small 

organizations between employees and supervisors, a quantitative research 

methodology was used for the research to determine the atmosphere in those 

organizational environments in order to determine if there was a 

communication gap within the organization. We handed out a multiple choice 

survey to employees and supervisor representatives. 

 

3. Research and design 

For the sample of this research, we decided to choose 70 participants as our 

participants. We used random selections to choose our participants from all 

the 65 organizations. 

 

4. Procedure 

We distributed paper-based questionnaires that had 10 multiple choice 

questions and also some open-ended questions so that we could reach the 

objective of our research. We handed out the questionnaire to our participants 

when we were able to meet person to person, since it’s better to discuss if there 

are any problems that need to be answered immediately, so participants 

answered the questions as soon as we handed out the questionnaire. 

 

 

III. Results and discussion 

 

This chapter presents the results and discussions to determine whether or not 

there was an internal communication gap that existed between regular non-

supervisory employees and the supervisors. The three objectives of this study 

were to: 

a) determine what communication gaps exist between employees and 

supervisors 

b) find out respondents’ perceptions of their supervisors’ level of 

communication. 

c) find out ways that respondents receive information in the workplace. 

 

1. Respondents’ impression of communications within their workplace 

Table 1: What Describes Best Your Impression of Communications within 

Your Workplace?  

Statement Freq. Percentage 

Supervisor keeps us fully informed. 19 27.1% 

Supervisor keeps us fairly well informed. 25 35.7% 
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Supervisor keeps us adequately informed. 22 31.4% 

Supervisor gives us only a limited amount 

of information. 

4 4 

Supervisor doesn't tell us much at all about 

what is going on 

0 0% 

Total 70 100% 

 

2. Respondents’ feeling about the information they receive 

Table 2: How do you feel about the information you receive? 

Statement Freq. Percentage 

I can almost always believe it. 18 25.7% 

I can usually believe it. 35 50.0% 

I can believe it about half the time. 17 24.3% 

I usually can't believe it. 0 0% 

Total 70 100% 
 

Table 2 shows how respondents feel about the information they receive from 

their supervisors. The results indicate a somewhat positive scenario where 

respondents have more tendencies to believe the information they receive. 

Only a quarter of respondents believe the information half the time. Overall, 

the situation in the workplaces of respondents is that information is passed 

down from their supervisor and the majority usually believes it.  If those who 

“usually believe it” and those who “always believe it” are combined  then 

there are 75.7% who have positive regards with most of the information passed 

on to them by their supervisors. 

 

3. Respondents’ rating of supervisor’s communication skills 

Table 3: Respondents’ level of agreement with the statement, “I have the 

information I need to do my job”? 

Level Freq. Percentage 

Strongly Agree 10 14.3% 

Agree 29 41.4% 

Neutral 21 30.0% 

Disagree 10 14.3% 

Strongly Disagree 0 0% 

Total 70 100% 
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Table 3 shows respondents level of agreement with the statement, “I have the 

information I need to do my job”.  The results indicate a majority of the 

respondents (14.3% + 41.4% = 55.8%) who tend to positively agree with the 

statement. These are the respondents who are of the opinion that generally, 

they have all the information they need to perform well in their jobs. It also 

means that in as far as the respondents are concerned, they have supervisors 

who provide them enough information so that they can carry out their job well. 

Not to be ignored though are the 30% who seem not decided whether they 

receive enough information or not. This could indicate a case where 

respondents are not paying attention to information being given to them by 

their supervisors or supervisors not being consistent about giving enough 

information to their subordinates. 

 

4. Respondents’ rating of supervisor’s communication skills 

Table 4: Respondents’ rating of supervisor's communication skills 

Level Freq. Percentage 

Excellent 17 24.3% 

Very good 26 37.1% 

Good 21 30.0% 

Fair 6 8.6% 

Poor 0 0% 

Total 70 100% 

 

Table 4 shows respondents’ rating of their supervisor’s communication skills. 

The results indicate a positive perception of respondents toward of their 

supervisors’ communication skills. The results imply respondents have 

supervisors who have the right kinds of skills to communicate with different 

kinds of workers and subordinates in the work place. The results also imply a 

scenario where respondents’ supervisors are able to discuss issues and 

problems in the work place effectively using their communication skills. 

 

5. Respondents’ sources of information 

Table 5: Respondents’ sources of information 

Sources Freq. Percentage 

The grapevine (friends in the work place) 19 27.1% 

Bulletin board 41 58.6% 

Company Newsletter (Intranet) 6 8.6% 

My supervisor 2 2.9% 

Group meetings 2 2.9% 
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Company e-mail 0 0% 

Total 70 100% 
 

Table 5 shows respondents’ sources if information in the workplace. The 

results from earlier data seem to indicate a high degree of information coming 

from supervisors. This particular result though seems to indicate not the actual 

source of information most of the time but rather indicate a much preferred 

source of information. Respondents seem to prefer getting information from 

friends in the work place. They seem to feel more comfortable receiving work 

related and maybe even non-work related information from their friends. 

 

6. Level of satisfaction with communications in the workplace 

Table 6: Respondents’ level of satisfaction with communications in the 

workplace 

Level Freq. Percentage 

Very Satisfied 12 17.1% 

Satisfied 27 38.6% 

Neutral 27 38.6% 

Dissatisfied 4 5.7% 

Very dissatisfied 0 0.0% 

Total 70 100% 
 

Table 6 shows respondents’ level of satisfaction with communications in the 

workplace. If the very satisfied and satisfied responses are combined, then 

there is a majority (55.7%) of respondents who are generally satisfied with 

how communication flows in the work place. This implies that there are no 

major problems and breakdowns of communication in the work place for most 

of the respondents. 

 

7. Management considers respondents’ ideas and/or concerns 

Table 7: Respondents’ opinion of the statement, “I feel confident that 

management considers my ideas and/or concerns”? 

Level Freq. Percentage 

All the time 15 21.4% 

Some of the time 42 60.0% 

Undecided 10 14.3% 

Almost never 3 4.3% 

Never 0 0% 

Total 70 100% 
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Table 7 shows respondents’ opinion of the statement, “I feel confident that 

management considers my ideas and/or concerns”. The results imply a 

perception wherein while they are confident that management hears them out, 

this does not happen 100% of the time as there are time when they the 

management do not listen to what they have to say. 

 

8. Information on changes in the workplace 

Table 8: Respondents’ response to the question, “Whenever there is a change 

within your workplace, does your supervisor inform you”? 

Response Freq. Percentage 

Always inform you. 20 21.0% 

Informs you most of the time. 44 62.9% 

Almost never informs you. 6 8.6% 

Never informs you. 0 0% 

Total 70 100% 
 

Table 8 shows respondents’ response to the question, “Whenever there is a 

change within your workplace, does your supervisor you?” The results show 

that for majority of the respondents, there is an information flow with regard 

to changes that may happen in the work place. This may not happen all the 

time but the few times it does not happen, there could be valid justifications. 

 

9. Consistency of received information 

Table 9: Respondents’ level of agreement with the statement “The information 

that I receive from my supervisor is consistent with the information received 

from other supervisors”. 

Response Freq. Percentage 

Strongly Agree 10 14.3% 

Agree 29 41.4% 

Neutral 26 37.1% 

Disagree 5 7.1% 

Strongly Disagree 0 0% 

Total 70 100% 
 

Table 9 shows the respondents level of agreement with the statement, “The 

information that I receive from my supervisor is consistent with the 

information received from other supervisors”. The results imply a generally 

acceptable level of coordination and information flow in the work places of 
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the respondents. While there may be instances where there are inconsistencies, 

the time that information from different sources were consistent were more 

frequent. 

 

IV. Conclusion 

 

Based on the results and discussion and in answer to the statement of the 

problem, the following conclusions are derived: 

 

a. What communication gaps exist between employees and supervisors? 

There are no significant communication gaps between employees and 

supervisors. Though there are some indications of gaps, they may not 

be considered so significant to impact the work flow and relationships 

at work. If there is a gap worth noting, it is that employees seem to 

receive more information from informal channels that the formal 

channels. 

 

b. Respondents’ perceptions of their supervisors’ level of 

communication are generally good as indicated by the majority 

response on the level of “agree”, “satisfied”, “good” etc. The fact 

though that the majority do not represent the highest level of positive 

response indicate some room for improvement.  

 

c. Through formal channels, most information is received by 

respondents through the work place bulletin boards. Respondents 

receive more information from informal channels, particularly from 

the grapevine.   

 

V. Recommendations 

 

From the conclusions, the following recommendations are given: 

 

a. Supervisors should exert more effort to communicate with 

subordinates in less formal or intimidating manners. Attempts should 

be made by supervisors to let information flow similar to conditions 

when information flows from the grapevine. 

 

1. Communication policies should be in place to further bring 

communication levels between supervisors and employees to 

excellent levels 
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2. Supervisors should explore more effective means of communicating 

with employees other than the bulletin boards, where it does not 

provide them the opportunity for feedback with regards to the 

received information. 
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