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1. INTRODUCTION

As communication is important for all the members in the organization,
it is extremely important to know how to communicate with managers,
and in what way with employees. The methods of this communication are
different depending on who the participants are, which communication
channel in the organization is used and what goals should be achieved.

Effective internal communication is a precondition for achieving em-
ployee engagement, efficiency and therefore solid business results of the
organization (Morris, 2010; Welch and Jackson, 2007; Jiang and Men,
2015). The significance of this form of communication is equally recog-
nized in theory and practice. In order to achieve the desired effects and
also to ensure the loyalty of the employees, organizations must pay spe-
cial attention to developing and improving their model of internal com-
munications.

It is commonly believed that internal communication represents the
pillar of a strong organization. It is today also seen as an important fac-
tor contributing to the business development of the organization (Mey-
er 2014). Building good relationships among employees, setting certain
values and rules that employees need to follow, designing strategies and
goals for successful business, inspiring and motivating employees to de-
liver maximum results - all of these activities are a prerequisite for cre-
ating a positive business climate that affects the success of the organiza-
tion. The findings of a recent research reveal that employee and internal
communication management is related to employee engagement, where-
by employee behaviors are directly affected and often contribute to staff
renewal rate (Kanyurhi, Akonkwa 2016).

The achievement of organizational communication is measured by the
degree of success in guiding activities, i.e. motivating all participants to
behave in a certain way. However, in order for the organization to func-
tion, individuals and groups have to carry out their activities in a coor-
dinated manner, effectively and efficiently, and that necessary harmoni-
zation would not be possible without communication. It is important to
know how employees will interact with each other in the organization
and how employees will fulfil the key roles and tasks of communication.
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In addition to the meaningful exchange of business
and process tasks, communication processes also con-
tain another interpersonal side, and successful com-
munication has to achieve yet another goal, which is
to develop mutual trust among the participants in the
communication process, increase the degree of ac-
ceptance and friendship (Waters et al., 2013).

2. LITERATURE REVIEW/
INTERNAL COMMUNICATION

»The focus of management's attention in the last 20
years and more is communication® (Draker, 1999),
while Men (2014) notes the openness in communica-
tion as one of the most desirable features of a success-
ful leader. Building mutual trust in management-em-
ployee relations significantly influences the increase
in employee commitment towards the organization,
which has become one of the central subjects of the
management of the organization (Men, 2015).

Internal communication can be viewed as an as-
pect of corporate communication in which employees
in the organization exchange information with one
another, with the organization and organization with
them (Chalmers, 2008). This type of communication
relates to a wide range of information exchange at all
levels in the organization: top management and mid-
dle managers inform employees, employees them-
selves communicate with each other, and commu-
nication between individual departments within an
organization is present also (Welch & Jackson, 2007).
Through internal communication, employees are also
familiarized with the vision and the mission of the or-
ganization, it’s basic values and philosophy.

Internal communication must be planned and sys-
tematically implemented, and as Sam Black points out,
employee information should be effective and timely,
in order to avoid the spread of rumors that are often
the main source of employee information (Black,
2003). One of the features of good internal commu-
nication is to create a good working atmosphere in
which positive information is transmitted, instead of
rumors (Hola, 2007). The positive, truthful and real
information that derives from the organization itself
is very influential because its expansion strengthens
the image and reputation of the company.

It is of utmost importance that internal commu-
nication is in line with the corporate culture of the
organization. Adoption of a valid value system and
business philosophy by employees is the key to the
organization’s success. Continuous application of var-
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ious methods and tools of internal communication
ensures employee loyalty, empowers team spirit and
creates desirable conditions for work (Meyer 2014). In
the long term, this brings about the positive reputa-
tion of the organization not only among employees,
but also among external target publics.

Analyzing the importance and role of internal com-
munication, many theorists note that modern organi-
zations are increasingly paying attention to improving
communication with employees. Katlip, Center and
Brum (2006) note that relationships with employees
at all levels are the most important in the organiza-
tion. Internal communication is also one of the most
important tasks of public relations as a management
function, which is also a ,,powerful instrument of so-
cialization on the one hand and a driver of creating a
positive working atmosphere on the other® (Filipovic,
Kostic Stankovic, 2008). Internal communication is
the foundation of an organization’s culture, which is
based on values, mission and work processes.

If miscommunication prevails at frequent instanc-
es, it affects work flow and disturbs the efficiency, im-
plementation of tasks and reaching of set goals. It is
more obvious in complex projects and a recent study
has shown that it can be found in construction pro-
jects where there are many stakeholders (Kamalirad,
Kermanshachi, Shane, Anderson, 2017). Miscommu-
nication influences efficiency and work flow. Recent
research has shown that it can have influence on the
bottom line profitability. A study cited by the Society
for Human Resources of USA (Buhler, Worden 2013)
has come to a conclusion that miscommunication
found in large companies with over 100,000 staff re-
sults in costing the company approximately $37 bil-
lion annually. Which amounts to an average cost $62.4
million in missed revenue per year per company. For
the smaller companies of 100+ employees miscommu-
nication also carries a financial burden of an average
of $420,000 per year. On the other hand, a study was
presented (Grossman, 2012) which indicated that spe-
cifically leader’s ability to communicate capably with
employees and groups within an organization report-
ed 47% stronger profitability over a five-year period
in comparison to companies of similar size but whose
leaders did not display such communication skills.

The theorists are in agreement when it comes to
the definition of internal communications. Internal
communications can be defined as links between in-
dividuals and groups in the organization, at various
levels and in different areas of specialization (Dolphin,
2005). In the same manner, one of the definitions indi-
cates that internal communication implies any formal
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and informal communication that is internally con-
ducted at all levels of the organization (Sincic, Polos-
ki, Vokic, 2007). Some authors emphasize the fact that
the communication dynamics in the organization are
multi-sided and complicated, as it reflects the com-
plex norms, values, culture and goals of the organiza-
tion (Dolphin, 2005.). Thus, internal communication
is a comprehensive process that includes various ways
in which people interact with each other within the
organization (Cornelissen, 2011).

Internal communication is directed towards em-
ployees as the target public. This target audience,
which is often defined as the internal public, includes
all employees in the organization. Often, both in the-
ory and in public relations practice, it is stated that
employees are the most important resource of the
organization (Grunig, 1992; Grunig et al., 2002; Kim
and Rhee, 2011). It is precisely because of the impor-
tance that the internal public has for the organization,
it is necessary to create a positive atmosphere and
relationships in the organization, which in the long
run should result in high motivation and satisfaction
of employees (Kanyurhi, Akonkwa 2016). Employees
are frequently perceived as ,ambassadors of the or-
ganization® (Dolphin, 2005), because they can best
represent the values of the organization and influence
the creation of its reputation in the business and wider
environment.

The role of internal communication, in short, is
to build and maintain good relationships with em-
ployees. Internal communication in the long run also
builds confidence in the organization and its goals.
The essence of internal communication is two-way
communication, through which the relationships of
understanding between management and employees
are created and maintained. Good internal commu-
nications are the basis of good relationships in every
organization. The purpose of the internal commu-
nication program, according to Filipovic and Kos-
tic-Stankovig, is to transfer information within the or-
ganization or to build the morale of employees ,,in the
spirit of organization®, i.e. achieving a high degree of
corporate culture (Filipovic, Kostic-Stankovic, 2008).

Some of the major goals of internal communica-
tion are to create an impression that employees are
a significant resource of an organization, improving
relationships and understanding between employees
and management, informing employees, and encour-
aging employees to understand and accept the organ-
ization, its culture, ethics, and organization (Sincic,
et al., 2007.). It is clear that internal communication
plays a crucial role in creating a spirit of community
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and loyalty to the organization, and therefore all activ-
ities in this domain must be planned and implemented
continuously and efficiently. Internal communication
must at all times be coordinated with external com-
munication. It is believed that management should
now pay equal attention to the internal and external
public, while the task of communication managers
is to recognize the importance of integrating inter-
nal messages with messages intended for the external
public. Theorists note that in a modern business en-
vironment, the line that defines internal and external
communication virtually no longer exists, which in
practice means that messages directed at employees in
the organization must be closely related to messages
distributed to external audiences (Dolphin, 2005). In-
tegrating different forms and levels of communication
is a requirement for companies that intend to main-
tain themselves in an increasingly competitive mar-
ket. In that sense, the harmonization of methods and
tools of internal and external communication should
be the priority of modern organizations (Jacobs, Yu,
Chavez 2016).

Successful organizations assign great importance
to diverse activities that can contribute to better com-
munication with employees. In theory and practice
it is recognized that satisfied employees are one of
the greatest strategic advantages of the organization.
The level of employee satisfaction and motivation is
a continuous process that can be influenced by meth-
ods of internal communication and human resource
management activities. Relationships with employ-
ees at different levels are a part of the public relations
function, but also of human resources. These two
functions are often intertwined in practice. Therefore,
it is very important to differentiate the activities of
internal communication with the tasks performed by
the Human Resources Department. Theorists define
human resources in various ways, and one of the defi-
nitions is that human resources involve ,a strategic
approach to employees who individually and collec-
tively contribute to the achievement of the goals of the
organization.” In this sense, internal communication
and human resources have a common goal, that is, to
enable the organization to achieve efficiency and busi-
ness results by mobilizing in the right way its key re-
source, and that is its employees.

Human resources and internal communication
have several common features. First, both functions
are essential to achieving the goals of the organization
and are strategically related to business results. In ad-
dition, both human resources and internal communi-
cation are directed at employees as the organization's



most important resource, and both functions aim to
create satisfied and loyal employees. The permeation
of human resources with the function of public rela-
tions comes primarily from the field of communica-
tion with employees. According to Katlip, Senter and
Brum (2006), the question of who needs to control
communication with employees is the most common
cause of conflicts between the two functions (Katlip,
et al., 2006).

In theory, there are three approaches to this prob-
lem. According to one school of thought, internal
communications are the duty of human resources de-
partment rather than public relations, because human
resources have an integrated approach to employees
and from this function it is best to understand what
employees need (Sincic, et al., 2007). The second ap-
proach implies that the boundaries between internal
communication and human resources are not clear
and that it is not possible to accurately determine
what the task is of each one, while the third position
insists on the necessity of linking human resources
management and communication skills, that is, inter-
nal communications, for the benefit of the organiza-
tion (Mishra, Boynton, Mishra, 2014).

Business practice has shown that, at the time of
the many changes that organizations are facing today,
public relations and human resources functions need
to work even closer and more intensively. The result of
this collaboration should be to find the best and most
effective solutions that will enable the organization to
achieve the set goals due to its employees. ,,An organ-
ization does not exist without people, and relations
among people do not exist without communication®
(Mikic, 2010).

3. METHODOLOGY

Communication is a very complex process and it is
therefore of utmost importance to identify the factors
that influence the effectiveness of internal communi-
cation and their interconnection, or interdependence.
The complexity of the subject of research required the
need to perceive and consider the problems in the ex-
isting literature and theoretical approaches to its un-
derstanding, as well as practical research in the field of
public relations and organizational culture. The results
of the research pointed to the contribution of quality
communication mechanisms to reducing the degree
of uncertainty in understanding messages which af-
fect efficiency.
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The aim of the research is to determine the rele-
vant factors influencing the functionality of inter-
nal communications in the organization based on a
scientifically based methodology. The tasks set out
were to determine what type of employee behavior
contributes to more eflicient integrated communica-
tion, what management style contributes to integrated
communication, and what kind of communication is
an incentive for the development and performance of
an organization's business.

The purpose of the conducted research is to create
a model of communication that would uniquely fo-
cus internal communication towards the efficient and
successful functioning of the organization.

In accordance with the stated objective and tasks
of the research, as well as insight into the existing lit-
erature, it is possible to set the following general hy-
pothesis:

HO: Internal communication contributes to the effi-
ciency and success of the organization's functioning.

Individual hypotheses:

H1: Internal communication is clearly focused on the
goals of the organization.

H2: Leaders behavior affects the communication and
employee efficiency

H3: The working atmosphere needs to be supportive
and constructive in order to provide for efficiency.

4. RESULTS OF THE RESEARCH
AND DISCUSSION

In the research conducted in the insurance company
Dunav osiguranje (est. 1945.) 255 respondents from
all organizational units, gender, levels of education,
age and type of workplace were surveyed, of which
valid questionnaires were 250 (98%). The survey was
conducted through a written questionnaire, in direct
contact with the respondents, where the respondents
gave answers without the help of the interviewers. The
questionnaire as a research instrument has been com-
piled in accordance with the subject and purpose of
the research.

Respondents responded to Likert's type questions
in the form of a scale of attitudes (responses 1 to 5,
where 1 is a negative assessment ,,I completely do not
agree” to grade 5 as a positive grade ,,I completely
agree“). In total, 65 questions were asked, of which 6
questions related to the demographic characteristics
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of the respondents, while 59 questions related to the
internal and external communication of employees.
In order to process data, the SPSS statistical package
was used.

Gender wise female were 57.8%, the rest male;
highly educated staff, master’s and Doctor of Science
were 64%; educated in the field of social sciences were
40.2%, the largest part of survey respondents was of
the age between 25 and 55 years; performing jobs at
the operational working level 43%; and of the execu-
tive level 38%; average length of stay in company was
9.18 years with a standard deviation of 3.36 years. The
data indicate that these are employees who have a high
level of awareness of the importance of communica-
tion. Over 70% of respondents stated that they gen-
erally agree or agree with the claims that good com-
munication contributes to success, that it motivates
and stimulates, serves to overcome the problems, is
a prerequisite for profitability, and that it is important
that all employees know the vision and mission of the
organization.

4.1. Factor analysis

Using the methodology of factor analysis, using the
Euclidean distance and Varimax rotation, results were
obtained as indicators of the main factors, i.e. an anal-
ysis of the main components on the correlation ma-
trix was carried out. In the extraction of communality,
the factor analysis highlights the positive attitude of
employees towards vertical communication (senior -
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subordinates), as well as horizontal communication
(peer to peer relations).

Out of a total of 59 questions (factors), 11 were ex-
tracted which led to a decrease in the dimension of
the problem by 81%, with a total of 18.644% of newly
generated variables explaining 71.789% of the var-
iabilities. The gain achieved by this approach to the
consideration of the problem led to the improvement
of the quality of the stated results as many as 4 times
(71.789% / 18.644% = 3.851). The analysis of the re-
sults was carried out on the values of the factors after
the rotation and it is noted that 50% of the variability
is contained in the first 4 factors. The significance of
the other seven factors is defined on the basis of the
Kaiser criterion, i.e. at the level of characteristic roots
larger than one. The significance of factors 5 to 11 is
at the level of 4.3 to 2.3%. Graph 1 shows the values
of characteristic roots for all 59 questions. It is noted
that the first crossover point is between the fourth and
fifth factors, while the second crossover point is more
difficult to spot (between factors 11 and 12) due to the
small values of the variability achieved.

The level of interconnectedness of the observed
questions and the factors obtained in the process of
factor analysis, after the factor rotation, in order to
obtain the maximum load of parameters on the giv-
en factors, is shown in Table 1. The total results are
presented for 59 questions and 11 factors. The values
of correlation coeflicients are ranked according to the
significance of the load of individual factors.



TABLE 1: Coefficient of correlation between the observed parameters (questions) and the factors obtained

No

Question

Variability %
Cumulative %
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57 Talk about oneself

with humour and accepts
criticism

51 Good Communication
(GC) contributes to success
39 Admits a mistake

42 Has a clear vision and
plan

52 GC motivates and
stimulates

41 Stimulates a friendly
atmosphere

40 Cooperates successfully

50 Values meaningfull
communication

43 Stimuates learning

46 Listens to different
opinions

36 Allows making decisions
47 Allows expression of
opinions

56 Everyone knows the
strategy

55 Everyone knows the
vision and mission

38 Short term goals with the
vision

33 Deliberates work goals
27 Helps the subordinates

24 Open for two-way
communication

35 Communication
capabilities as an assest

31 Nonverbal messages are
clear

34 Shares the news

28 Promotes own and ideas
of others

18 Praises associates

44 Associates are aware of
the problems

48 Consistent positions

19 Consults with the
subordinates

15 Listens to the problems
of other colleagues

14 Time for informal
socialising

25 Determines the role of
the team members

32 Well set golas and
priorities

10 Open for different
opinions
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9

10
11

Question

12 Rl about company
operations

11 Rl about finalization of
workflow

16 The whole team makes
important decisions

20 Speaks the truth

13 Gets ideas from the
subordinates

23 Shares opinions with
others on a regular basis
45 Would communicate with
difficulty if did not have such
a position

22 Closed and not open for
communication

37 Announcing the privilege
statements

30 Gives orders rather than
suggestions

54 GC Conditions for
profitability

53 GC for overcoming
problems

59 Clear stating of attitudes
in a conflict

58 Humor in overcoming
disagreements

07 Precise written
communication for better
efficiency

09 Questions asked upfront
06 Precise corporate dress
rules

01 Plan of communication
49 Does not decide before
the top management
decision

21 Respecting the standard
17 Staff under control

26 Sanctions for the
indolent workers

05 Nonverbal
communication

02 Avoiding foreign
expressions

04 Self power

03 More listening than
speaking

29 Plan of activities for the
subordinates

08 Informal communication

Factors

.386 .685 .009 181 104 -.003 2158 -009 -035 -.006 .039

453 .681 .003 247 .058 188 163 -064  -087 .018 .010

.560 .647 -.087 .027 .186 .000 .045 -.003 .017 .018 -.036
416 .640 -.096 .262 .029 .018 .021 -186 427 .107 .008

483 1552 .018 =(0kskil .253 .031 .008 .219 .056 =219 .044

ATl .524 .051 .295 -.083 21 124 .007 .094 11 133

-178 -133 .770 .067 .068 -100 149 .089 -100  -163 -.026

-178 .068 .735 -.002 112 -044  -009 -057 .026 .189 167

-.084 -211 .703 107 055 140 .075 -062 .014 .003 144

-.289 124 .601 .020 =101 .326 11 .083 .218 102 -.048

.358 163 .082 .763 .095 .084 .008 .252 -002  -.009 -.095

.325 165 .030 737 165 .248 .011 .028 -062  -109 -028

.397 .318 .051 .662 .038 A7) .025 -043 .098 141 -.056

403 .073 .246 .607 .012 -.001 .228 -028 164 141 .244

164 .106 -169 A74 .685 .266 -.031 108 .234 -.088 120

.003 .042 150 -.044 .653 -136° | -.012 .078 -.010 8095 .228
.067 -126 .020 -.046 .609 126 .349 .018 .396 .038 -.123
.012 421 .004 .202 .526 -015  -.061 444 -096  -.056 ALEE

.309 §ISS 8829 211 .501 .020 .060 =0t | <078 | =8 -.249

.287 169 118 .305 .073 .664 .196 -.057 .040 -.016 -071
.068 .075 .365 .266 .093 .550 .108 108 .008 .208 .063

.008 119 411 125 .031 222 .661 -089  -021 .044 .004

-.059 478 .040 -011 274 .108 482 AT1 194 .044 169

.285 -138  -.047 192 Al -028  -.082 .603 389 -.054 .031
.018 -162 .336 -184 .185 139 129 448 -.231 433 .080

SIS5 147 .067 .046 Al .032 .000 A2 811 -~.037 .045

.503 145 .063 427 .050 149 .044 -059 || -.022 .584 .010

-.029 .017 176 -027 154 -013 .057 .073 .022 .014 .792

By insight in Table 1. based on the coefficient of load that was achieved in relation to the given factors.
correlation, assignment of characteristics of the ob-  The results of the correlation analysis between the fac-
tained factors was performed. The grouping of pa- tors and the observed variables generated the follow-
rameters was carried out according to the maximum  ing characteristics of the factors given in Table 2. The
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TABLE 2: Factor characteristics

Characteristics

Factors Variability % Cumulative %
1 29.808 29.808
2 9.255 39.063
g 5.965 45.027
4 5.827 50.855
5 4.279 55.133
6 3.591 58.725
7 3.016 61.740
8 2.754 64.494
9 2.675 67.169

10 2.318 69.487
11 2.302 71.789

Profile of desired manager

Team management

Tyrant

Solving communication problems
Rigid communication (formal)
Control, adheres strictly to the rules
Strict and just

Authoritative and clear

More listening than speaking

Plan of activities for the subordinates
Informal communication

first factor that brings with it more than 29% of weight
reflects the profile of the desired manager - peer col-
league. The first factor builds a total of 31 variables
(questions) although such a large number of ques-
tions can cause a problem in interpreting the results
obtained, in this case it can be said that these ques-
tions express the appearance of the perfect manager,
the one whom their subordinates want, and above all

what they want to see from a manager. The first factor
can be used to build the basic profile characteristics of
future executives.

Employees expect from their executives that their
relationships functions on the basis of team manage-
ment. They expect the manager to inform them of the
situation in the organization, so to improve their ef-
ficiency and results, be open to accept their opinions

FIGURE 2. Answers to questions 1 -5

51
-
-
-
214 211 209 205
1- - L © o
238 220

T T T T T
01 communication plan 02 Avoiding foreign 03 More listening than 04 Self power 05 Non verbal communication
expressions speaking
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FIGURE 3. Answers to questions 6 - 10

5
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206 240 236 236
205 185 200 213 176 200 238 238
1 Q o Q 185 o
245 185 176 209 223 167

T
06 Precise corporate
dress rules

T
07 Precise written
communication

and exchange mutual experiences. The characteristics
thus obtained can be used to build a profile of a re-
sponsible manager, who will respect employee atti-
tudes, and the same time they will be appreciated by
the staff. In this way, efficiency can be achieved, the
employees would deliver better results, and the man-
ager would reach the goals for which he is appointed.

The results of the research were analyzed through
general and individual hypotheses confirming or de-
nying the starting assumptions in the research of the
defined problems.

H1 - Internal communication is clearly focused on the
goals of the organization.

In the questions from 1 to 5, the median response
was 4, i.e. ,I generally agree, while to the question 4
median was 3, i.e. ,I mostly disagree®. In Question 4,
most of the answers tended towards the negative con-
notation.

Below we will list the questions used in the research.
For a successful internal communication company

132  Milica Slijepcevié, Ana Bovan, Ivana Radojevi¢

08 Informal communication

T
10 Open for different
opinions
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09 Questions asked
upfront

must: question 1- make a communication plan; ques-
tion 2 - avoid using foreign words and expressions;
question 3 - always listen more than talk; question 4
- highlight your own power and importance; question
5 - pay great attention to nonverbal communication.

Question block from 6 to 10 was evaluated with
a large variance among the respondents, so that the
median question 6 was 4, for Question 7 it was 5 ,,I
agree®, and for the question 8 median is 4, question 9
is 3 and question 10 is 5. As it can be seen, in questions
7 and 10, the respondents expressed a very positive
attitude, while the question 9 caused negative feelings
and attitudes.

Questions used in this block are following: For a
successful internal communication company must:
question 6 - Precise knowledge of the rules of business
dress code; question 7 - Precise knowledge of the writ-
ten forms of communication; question 8 - Pay much
attention to informal communication; question 9 -
Have pre-asked questions and answers; question 10 -
Be ready and open to different opinions and attitudes.



FIGURE 4. Answers to questions 11 - 15
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H2: Leaders behavior affects the communication and
employee efficiency

The questions from 11 to 15 deals with standard
functional operational communication of the manag-
ers with their employees. In all cases, the median val-
ue was 4, except for question 14 where the respond-
ents again voiced negative opinions, i.e. the manager
had no time for informal socializing (the median was
Me = 3).

Questions used in this block are following: CLAIM
- The superior communicates in my organization by
doing so: question 11 - Regularly inform us about
the overall realization of the given tasks; question
12 - Regularly inform us about the overall company
business through official reports; question 13 - He gets
clear ideas and suggestions from his subordinates;
question 14 - He set the time for informal socializing

Internal Communications as a Factor of Company’s Efficiency

I T I
13 Gets ideas from the
subordinates

14 Time for informal
socialising

15 Listens to the problems
of other colleagues

with his employees; question 15 - It is time to hear the
concerns and worries of your colleagues.

Questions from 16 to 20 had uniform answers, the
median was 4 (Me = 4). The respondents gave more
positive and less dissimilar answers to questions 17
and 20.

Questions used in this block are following: CLAIM
- The superior communicates in my organization by
doing so: question 16 - Keep in mind that most impor-
tant decisions are made by the whole team; question
17 - It strives to keep its staff under control; question
18 - Immediately boast an associate who works well;
question 19 - Consult his subordinates when they en-
counter a problem; question 20 - He's telling the truth.

Questions from 21 to 25 brought a wide range of
attitudes of the respondents. In answer to question
21 respondents gave a maximum score of 5 (Me = 5),
question 22 caused the opposite effects where most
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of the respondents expressed very negative opinions
(Me = 2) with the answer ,,I do not agree® The other
three questions 23, 24 and 25 respondents were on the
expected Me = 4. It can be pointed out that question
23 despite having the Me = 4 answers, still had has
a slightly lower percentage of agreement among re-
spondents on ,attitudes about senior managers".

Questions used in this block are following: CLAIM
- The superior communicates in my organization by
doing so: question 21 — Asks subordinates to comply
with standards, rules and procedures; question 22 - It
is closed and is not communicative; question 23 - He
regularly communicates its opinion to employees;
question 24 - It is open for two-way communication,
showing concern for the well-being of employees;
question 25 - Determines the role and responsibilities
of each team member.
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18 Praises associates
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19 Consults with the 20 Speaks the truth
subordinates

Within the set of questions 26 to 30, two questions
26 and 30 differentiate themselves receiving negative
connotation, i.e. Me = 3, while questions from 27 to
29 are at a stable level Me = 4. Some more positive
answers were received to question 27.

Questions used in this block are following: CLAIM
- In our organization my manager internally commu-
nicates by doing so: question 26 - He applies sanc-
tions to those who achieve poor results; question 27
- Helps subordinates to overcome the problems that
hinder them in performing tasks; question 28 - He has
tendency is to promote the ideas of his colleagues to
the same extent as his own; question 29 - He makes
plan of activities for their subordinates; question 30 -
What he wants to be done he expressed in the form of
an order rather than in the form of a suggestion.

The questions 31 to 35 were in all cases at a stable
level of agreement Me = 4, with questions 32 and 33
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receiving a somewhat more positive attitude from the
other questions in this group.

Questions used in this block are following: CLAIM
- In our organization my manager internally commu-
nicates by doing so: question 31 - His written, spo-
ken and non-verbal messages are clear, short and well
accepted; question 32 - The organization is successful
thanks to well-defined goals and defined priorities;
question 33 - It reviews work goals and determines
whether they are being realized; question 34 - When
a new innovation comes, he comes out to employees
and announces the news; question 35 - Recognizes
communication as a competitive advantage.

Questions 36 to 40 reached the median Me = 4 val-
ue, except for question 37 where it was Me = 3. The
distribution of the answers is balanced in questions
36, 39 and 40, while the more negative attitude is rep-
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24 Open for two way 25 Determines the role
of the team members

resented mostly in question 37 and somewhat less
negative in the question 38.

Questions used in this block are following: CLAIM
- In our organization my manager internally commu-
nicates by doing so: question 36 — Allows employees
to make certain decisions in order to avoid time wast-
ing; question 37 - Presenting attitudes is the privilege
of only certain groups of people; question 38 - It links
short-term work goals with a vision that inspires;
question 39 - It is able to admit the mistake if it is
made; question 40 - Successfully cooperates with the
most diverse people.

H3 - The working atmosphere needs to be supportive
and constructive in order to provide for efficiency.

Questions 41, 42 and 43 have a clear distinction
in supporting the attitudes at the Me = 4 level, while
the question 44, although it has the same value of the
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median, Me = 4 received somewhat more negative at-
titudes, while the question 45 caused some negative
attitudes with the median Me = 3.

Questions used in this block are following: CLAIM
- In our organization my manager internally commu-
nicates by doing so: question 41 — Accepts the feelings
and attitudes of employees and encourages a friendly
atmosphere; question 42 - It has a clear vision, and
a work plan; question 43 - Encourages learning and
development of employees (courses, trainings, semi-
nars); question 44 - Collaborators know his opinion
on the problems of personal and business nature;
question 45 - without a formal position in the organ-
ization, he would have difficulty communicating with
people.

Questions 46 and 47 had similar distributions of
the response with the median Me = 4, while with a
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27 Helps the subordinates 28 Promotes personal and
ideas of others

29 Plan of activities for the 30 Gives orders rather than
subordinates suggestions

more negative connotation were questions 48, 49 and
50, but the value of median Me = 4 was maintained.

Questions used in this block are following: CLAIM
- In our organization my manager internally commu-
nicates by doing so: question 46 — He is able to listen
to different opinions and find a common, acceptable
solution; question 47 - Allows subordinates to ex-
press their opinions without interrupting; question 48
- When communication goes in an unwanted direc-
tion, he remains consistent with his attitude; question
49 - He does not make decisions until the strategy is
determined from the top of the organization; question
50 - He gives attention to the thoughtful communica-
tion with the subordinates.

Good communication (GC) expressed through
the answers received Me = 4 in questions 51 and 52,
while very positive attitudes are given in question 53
where Me = 5, and somewhat less positive attitudes
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(but more positive than other questions) are for ques-
tion 54 where Me = 4. Question 55 was in line with
questions 51 and 52.

Questions used in this block are following: CLAIM
- In our organization my manager internally commu-
nicates by doing so: question 51 — He thinks that a
good communion with subordinates contributes to
the success of the organization; question 52 - He be-
lieves that good communication motivates and addi-
tionally encourages employees to work; question 53
- Good communication is one of the important condi-
tions for overcoming the problem; question 54 - Good
communication is the basic precondition for increas-
ing the profitability of the company; question 55 - He
believes that it is necessary for all employees to know
the vision, mission and goals of the organization.
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34 Shares the news 35 Communication capabilities

as an assets

5. CONCLUSION

The results confirmed the general hypothesis that in-
ternal communication contributes to the success of
the organization's efficiency and functioning, which
could lead to the creation of a modern model of effi-
cient internal communications.

Also, the results confirmed the first individual hy-
pothesis that internal communication is clearly direct-
ed towards the goals of the organization. According to
the results of the internal research on the employees’
attitudes at the company Dunav osiguranje, the ma-
jority of respondents are mostly or completely fully
aware of the organization goals and communication
plan, the tasks are transferred to the company through
precise written communication, and there is also
openness for different attitudes and opinion by the
employees. Major disagreement to the general tone of
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answers was observed with those of elderly employees
and in lower positions.

The second individual hypothesis that the leader’s
behavior affects the communication and employee ef-
ficiency is proven through the results of the research.
The answers point to the fact that the managers do
regularly inform the employees about the overall
company functioning, the business results, which al-
lows the whole organization to be up to date, to func-
tion seamlessly. This immediately affects the efficiency
of the company.

The answers also show that the managers are ready
to listen to the ideas and thoughts of the subordinates,
and to set aside the time for some informal socializ-
ing. Such venues and opportunities lend themselves
to informal communication about the work, which is
less structured but packed with more subjective and

138  Milica Slijepcevié, Ana Bovan, Ivana Radojevi¢

38 Short term goals with 39 Admits a mistake
the vision

40 Cooperates
successfully

emotional intensity, assisting the employees to be
more incentivized to be more efficient.

To a lesser extent the employees feel that the man-
agers are ready to hear their colleagues’ personal
problems. But overall there is employee satisfaction
with leader’s communication and are connecting the
behavior of leaders to communication and to the of
the organization.

Furthermore, the research shows that important
decisions are mostly a result of teamwork, with the
manager consulting with his subordinates on issues at
hand. Such business decisions are then easier to im-
plement and influence a more productive workflow.
Managers are also seen as able to keep the staff under
control, not to let things get out of control. This in-
dicates the existence of discipline in the organization
in order to allow it to function well. To a great extent,
the manager is seen as someone who speaks the truth
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and the facts, thus for this reason, their authority is
real, not a formal one. The manager determines the
role of each team member and uses the opportunity to
compliment the associates for good results. They are
open to communication and regularly communicate
their opinion. The managers are seen as maximally
adhering to company rules and standards. The results
of the survey indicate that a lesser shortcoming has
been identified in that the staff is not sanctioned to
the right extent. The managers are perceived as the
ones who set the goals and priorities well and share
the company news with the team members. The staff
recognizes the communicativeness of the managers
as a benefit. The managers cooperate successfully and
are able to acknowledge their own errors almost every
time, or all the time.

The third individual hypothesis that the working
atmosphere needs to supportive and constructive
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45 Would communicate with
difficulty if did not have
such a position

the problems

in order to provide for efficiency has also been con-
firmed. Internal communication is seen as overall
very positive considering that the managers do stim-
ulate the working atmosphere, have a clear vision and
plan, they are seen as to encourage employees to learn,
informing them about problems in terms of joint solu-
tion finding. The managers have the authority from
the employees especially because of such an attitude
towards the employees, not because of their formal
position. The managers are seen to pay attention to
the thoughtful communication within the company.
They are seen as not to make their final decisions until
the top management decides on a topic first. They are
seen to be consistent in their attitudes, but also listen
to other opinions and allow the expression of others’
opinions. Employees also have answered that they
have the awareness of the importance of good com-
munication to overcome the problems in functioning
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of the company, and that communication clearly con-
tributes to success and is a prerequisite for profitabil-
ity. Most also agree that everyone needs to know the
vision and mission of the company.

The conducted research confirms the importance
of a planned and systematically conducted commu-
nication process with the employees in the company
in order to spur efficiency. To function efficiently the
employees, need to be heard and their opinions con-
sulted. Therefore, mutual trust is relevant and also
needed in efficient working environment. Trust is one
of the most important benefits of good internal com-
munication. Trusting ,,outside“ and ,,from the inside“
means that employees who have mutual trust within
an organization intrinsically, inevitably transfer this
confidence to the outside directly in contact with
clients, business partners, suppliers, and indirect-
ly through people they daily contact in an informal
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gathering. It is a process in which all participants are
equally important at the level at which they are locat-
ed and with whom they communicate, in which the
communications flow (in all directions) in an unin-
terrupted manner.

The success of an organization is still measured
largely by its financial and market success, which is a
result of many factors, of which efficiency is extremely
relevant. The quality of intangible values and account-
ability to employees is very much an element in the
success also. Increasingly, the organization's success
depends on how quickly it manages to establish com-
munication with the internal publics and how it man-
ages to bring all employees together for a common
goal, in order to conduct a quick and efficient imple-
mentation of decisions its business strategy.

Communication is the key to all aspects of change
in the modern world. The personal level is equated
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with the global one, which puts the process of person-
al, internal development of each individual, internal
and external relations of each organization and glob-
al social progress into the same plane. The essence of
communication effort is to gain the other party's co-
operation, and the key to successful cooperation is the
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Apstrakt

Interne komunikacije kao faktor
efikasnosti kompanije

Milica Slijepcevi¢, Ana Bovan, Ivana Radojevié¢

Polazno pitanje u radu jeste: kako organizacija mora

da se postavi u procesu internih komunikacija da bi u

sve turbulentnijem i konkurentnijem okruzenju, ostala
jedinstvena, prepoznatljiva i uspesna? Glavni cilj ovog
rada je da prezentuje savremene trendove u internim
komunikacijama i nacin na koji uti¢u na efikasnost orga-
nizacije. Istrazivanje je utemeljeno na postoje¢oj literaturi
predstavljajuci interne komunikacije i njihov uticaj na
efikasnost zaposlenih u organizaciji. Takode, autori ¢e
prikazati rezultate istraZivanja koje je usmereno na interne
komunikacije u okviru kompanije Dunav osiguranje. Ideja
za ovaj rad je proistekla iz nuznosti unapredenja internih

komunikacija u skladu sa brzim tehnologkim promenama
i zahtevima trziSta. U okviru istrazivanja anketirano je 255
ispitanika iz svih organizacionih celina kompanije Dunav
osiguranje. Istrazivanje predstavljeno u radu potvrduje
znacaj procesa komuniciranja sa zaposlenima u kom-
paniji i njegov uticaj na efikasnost procesa rada. Ovaj rad
prosiruje postojeca istrazivanja u vezi sa internim komuni-
kacijama i organizacionom efikasno$¢u isticuci prakti¢nu
vaznost, dosledne i dobre komunikacije sa zaposlenima na
samo poslovanje.

Kljucne reci: Interne komunikacije, komunikacija sa zapo-
slenima, korporativne komunikacije, efikasnost, proces rada
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