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ABSTRACT
The purposes of the study were to examine the level of communication satisfaction and to
investigate the relationship between communication satisfaction and four teachers’ demographic
variables; gender, nationally, years of experience, and school district. Moreover, the study aimed
to detect the relationship between communication satisfaction factors and organizational
commitment among secondary teachers in the state of Kuwait. The applied instruments were
Communication Satisfaction Questionnaire (CSQ) and Downs’s Commitment Scale (2008). Data
for this study was collected from 465 secondary teachers who successfully completed the
instruments. Descriptive data revealed that the majority of the sample was satisfied with
communication within their schools. Also, t-test analysis revealed that there was no obvious
difference between male and female teachers in their communication satisfaction. However, there
was a significant difference between Kuwaiti and Non-Kuwaiti teachers. Furthermore, a one-way
ANOVA test did not show a significant relationship between communication satisfaction, and both
years of experience, and school district. Finally, a Multiple Regression analysis exposed that the
following communication factors were the best to predict commitment; supervisor communication,
media quality, horizontal communication, and communication with subordinates in addition to a
strong predictable relationship between the overall scores of communication satisfaction and
commitment was identified.
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CHAPTER 1

Introduction
Communication “is the glue that binds the learning community” (Ubben, Hughes, &
Norris, 2007, p. 312). In these few words, the scholars summarized the critical role of
communication in school organizations. However, this position is not only limited to school
organizations, but also applies to every organization regardless of its size and its form
(Sarkiunaite, 2008).
The significance of communication for organizational health has been firmly fixed in
scholars’ regard from both twentieth and twenty-first centuries. In almost every decade from the
1940s until now, there has been at least an indication, by other means, of the importance of
communication in organizations. Supported by the pioneer of management and organizational
theories, Barnard (1938), who indicated that “in an exhaustive theory of organization,
communication would occupy a central place, because the structure, extensiveness, and scope of
organizations is almost entirely determined by communication techniques” (p. 91). In 1947, the
Nobel Laureate Herbert Simon (1997) assured that communication is definitely fundamental to
organizations and he was the first to state that if there is no communication there is no
organization. In his book Organizational Effectiveness: An Inventory of Propositions, Price
(1968) presented thirteen variables which enhance the coordination within an organization. He
emphasized that more than half of these variables; clearness of rules, illustration of expectations,
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top executives’ knowledge of troubles encountered by employees, openness of communication
channel, sufficient clarification of work decisions, and satisfaction with communication from the
top executive to the professional personnel, are all direct outcomes of a high degree of
organizational communication. Additionally, the other five variables of organizational
coordination are partially the result of the same phenomenon. Other individuals, Katz and Kahn
(1978) wrote that communication is the core of every organization. Hall (1980) believed that
organizational effectiveness is highly dependent on communication. The role of communication
was also discussed by Crino and White (1981), who pointed out that the life and the existence of
every organization is greatly dependent upon communication.
In the beginning of the 1990s, Senge (2006), moved communication in organizations to
the next stage by developing the theories of learning organization and systems thinking. The
20th century closed with the statement of Harshman and Harshman (1999) which reflected that
modern, advanced performance, and efficient organizations tend to “have effective
communications processes that are open, two-way, and credible” (p. 15).
The researchers of the current millennium, on the other hand, continue to assure that
communication occupies the same crucial role in modern organizations. Razik and Swanson
(2001) pointed out that communication is the lung through which organizations respire. Owing
to its complexity and its multidimensional nature, Downs and Adrian (2004) categorized
communication as the most important organizational phenomena that should be explored in
earnest. Sarkiunaite (2008) reiterated that the existence of every organization is grounded on
communication. In the end of the first decade of the 21st century, the progression of the
understanding of communication’s influence in organizations has reached the peak with a recent
statement by Hackman and Johnson (2009). In their book Leadership: A Communication
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Perspective, they affirmed that “communication is not contained within the organization;
instead, communication is the organization” (Hackman & Johnson, 2009, p. 238).
On the other hand, many researchers called attention to the connection between
leadership and communication. Witherspoon (1996) stated that leadership cannot exist without
communication. Hamm (2006) noted that the most critical management tool of leadership is
successful communication and it has to be utilized for “inspiring the organization to take
responsibility for creating a better future” (p. 116). Czech (2007) went even further and
concluded that leadership is a communication phenomenon. Those communication assumptions
were confirmed recently by Dubrin, the author of a text entitled Leadership: Research Findings,
Practice, and Skills. Dubrin (2010) declared that open communication between managers and
employees is an essential contributor to overcome problems, attain success, and improve
leadership effectiveness.
Schools as learning organizations are not exempt from the influence of communication.
According to Lunenburg and Ornstein (2008) communication in educational settings is “the
lifeblood of every school organization and it is a process that links the individual, the group, and
the organization” (p. 177). Also, the researchers confirmed that schools lacking communication
mean no schooling, teaching, learning or any instructional deeds. Besides, it is substantial for
any school no matter the size. Besides, the school’s decisions, objectives, attitudes and plans are
all processed by it. Others (Luneburg & Irby, 2006) affirmed that communication is an essential
requirement for any learning community because it assists in accomplishing the school’s
mission and vision. Mamchak and Mamchak (1982) stated that it is vital in every learning
community and it not only is required but also is “a necessity that students, teachers and
administrators be kept informed. Moreover, maintaining good channels of communications
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often prevents problems from occurring that might spring from misunderstanding or feeling of
isolation were there no communication” (p. 95). Furthermore, organizational communication in
schools achieves numerous significant functions that cannot be accomplished with another tool
(Hoy & Miskel, 2008).
Communication is considered the most significant administrative tool in the hands of
educational administrators. When the principal has competent communication skills, the
school’s vision and school’s mission can be shared with the stakeholders successfully (Green,
2001). Two studies showed that principals and administrators in the educational field spend
between 70 to 80% of their time communicating (Lunenburg & Irby, 2006; Mintzberg, 1997).
Helene (2007) asserted that principals utilize communication more than any other administrative
instrument. Moreover, the total responsibilities of the principal reach almost one hundred tasks.
These tasks cannot be accomplished without effective communication skills. Also, in the
absence of communication, he/she would not be able to deal with staff members, parents or even
students. Finally, Porterfield and Carnes (2008) reviewed several educational studies which
emphasized the major reasons of educational leaders losing their positions. In the top of the list
for loss of their job by principals, they placed an incapability to communicate in an effective
way with school stakeholders.
Communication is a significant factor of promoting employees’ job satisfaction (Czech,
2007; De Nobile & McCormick, 2008; Sadik, Darwish, & Amari, 2003). Arlestig (2007b)
assured that employing an effective organizational communication in schools supports students’
academic success and school improvement. More to the point, school climate, principals'
effectiveness, teacher involvement, peer communication, support from other teacher,
participation in staff development programs, and teachers’ motivation are all improved with
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effective school communication (Dakhil Allah, 2006; Halawah, 2005; Harris & Lowery, 2002;
Rafferty, 2003; Smith 2001; Summerville, 2000). Also, conflict management and
communication are positively connected to each other (Haas, 1999). Pampaloni (2005)
proposed similar characteristics between organizational image and organizational
communication.
Several studies, on the other hand, have found that employees’ satisfaction with
communication within their organizations is an essential element to improve employees’ job
satisfaction (Ehlers, 2003; Downs & Hazen, 1977; Nicholson, 1980). Also, it helps to promote
their organizational commitment (Carrière & Bourque, 2009; Downs, Adrian, Potvin, Varona,
Gribas, & Ticehurst, 1995; Downs, Adrian, Ticehurst, Potvin, & Varona, 1996; Chen,
Silverthorne, & Hung, 2006; Ng, Butts, Vandenberg, DeJoy, & Wilson, 2006; Sinclair, Leo, &
Wright, 2005; Van Vuuren, de Jong, & Seydel, 2007; Varona, 1996; Walker, Sartore, & Taylor,
2009). Job performance and organizational identification can be enhanced and predicted by
communication satisfaction (Goris, 2007; Nakra, 2006). Creating a positive climate of
communication satisfaction within an organization assists managers to boost employees’
motivation and productivity toward work (Chun-Fang, SooCheong, Canter, & Prince, 2008).
Madlock’s study (2008) concluded that task and relational leadership style have a strong
relationship with communication satisfaction. Moreover, the Big Five personality traits,
extraversion, openness to experience, agreeableness, conscientiousness, and neuroticism all can
be predicted by the same phenomena (Tseng, 2006).
On the contrary, a lack of or ineffective communication in organizations seems to lead to
passive and unexpected consequences. In this regard, Harshman and Harshman (1999)
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presented an obvious and an actual example which demonstrate the influence of inefficient
communication in workplaces:
Public agency employees thought department budgets were secret. As a result, based on
negative, worst-case analysis of the situation, most employees believed that the agency
had a lot more money than it indicated and that managers were withholding spending as
a means to earn additional bonuses. This was a constant source of anger and irritation to
employees. As a result of this finding, the agency devoted considerable effort and
resources to explaining that all budgets were public information and in helping
employees, who were interested, learn how to interpret the numbers. (p. 6)
Moreover, the potential consequences of low employee communication satisfaction were
showed by Hargie, Tourish, and Wilson (2002). They found it highly correlated to weak
organizational commitment, absenteeism, high staff turnover, and less productivity. On the
other hand, Arab researchers support and assure the concept that ineffective communication in a
school may lead to negative effects such as preserving indecision (Abu Alala, 2003; Alhadhood, 1996). Ineffective communication negatively affects teachers’ performance and leads
some of them to leave the educational profession (Alajmy, 2002; Alkahtany, 2000).
Statement of the Problem
In reviewing the literature concerning organizational communication in the state of
Kuwait, the researcher found an obvious lack of empirical data in terms of communication
satisfaction research. The subject in Kuwait is novel and has never been studied that not only in
educational organizations, but also in the other types of organizations. Furthermore, a review of
the literature in the Arabic research revealed a clear absence of studying the relationship
between communication satisfaction’s factors and other organizational variables specially
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commitment. Worldwide, researchers have explored the relationship between the two variables
in different kinds of cross-cultural organizations. They suggested examining it within new
organizations in new cultures would be significant to fill the gap regarding the subject in the
existing literature (Downs et al., 1995; Downs et al., 1996). This research has aided them
because it was conducted in a new kind of organization, a school, in a new culture, Arabic.
Purpose of the Study
The purpose of this study was that examined the level of satisfaction with school
communication and its relationship to organizational commitment among secondary teachers in
Kuwait. Furthermore, the study investigated the relationship between communication
satisfaction and teachers’ demographic variables; gender, nationality, years of experience, and
school district.
Research Questions
The research proposed to answer the following questions:
a) To what extent are secondary teachers in Kuwait satisfied with organizational
communication in their schools?
b) Is there a significant relationship in communication satisfaction between male and
female teachers in Kuwait?
c) Is there a significant relationship in communication satisfaction between Kuwaiti and
non-Kuwaiti teachers?
d) Is there a significant relationship in communication satisfaction with years of
experience?
e) Is there a significant relationship in communication satisfaction with teachers’ school
district?
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f) What communication satisfaction factors predict organizational commitment?
Null Hypotheses
The following five null hypotheses were employed as part of this study:
H01. There is no significant relationship in communication satisfaction between male
and female teachers in the state of Kuwait.
H02. There is no significant relationship in communication satisfaction between Kuwaiti
and non-Kuwaiti teachers in the state of Kuwait.
H03. There is no significant relationship in communication satisfaction with teachers’
years of experience in the state of Kuwait.
H04. There is no significant relationship in communication satisfaction with teachers’
school district in the state of Kuwait.
H05. There is no significant predictive link between organizational commitment and any
of the communication satisfaction factors.
Significance of the Study
It is important that secondary teachers in the State of Kuwait remain satisfied with
communication systems within their schools. Communication satisfaction may help them to
increase the level of their job satisfaction. It helps teachers to stay in their educational
occupations. Moreover, while focusing in this study on secondary teachers, it may be useful to
any teacher in other educational levels, whether in public or private educational sectors in the
State of Kuwait. Additionally, this research study was the first to emphasize on communication
satisfaction in Kuwait. As well, according to researcher’s knowledge, there is no study that
examined the relationship between communication satisfaction and organizational commitment
in the whole Arab world.
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Limitations
The key limitations related specifically to the methodology used in this study are
presented below:
a) This study observed only those variables of the Communication Satisfaction
Questionnaire (CSQ) identified by Downs and Hazen (1977). Other factors of communication
satisfaction were not implied.
b) The researcher was interested in measuring the overall score of organizational
commitment. Further factors of commitment were not included.
c) This study was limited by the validity and reliability of the Communication
Satisfaction Questionnaire (CSQ) and Downs’s Commitment Scale (2008).
d) It limited also by the level of honesty among teachers towards the survey.
Definition of Terms
Communication satisfaction: an individual’s satisfaction with various aspects of the
communication occurring in his organization (Crino & White, 1981, p. 832).
Organizational commitment: the relative strength of an individual’s identification with
and involvement in a particular organization (Mowday, Porter, & Steers, 1982, p. 27).
Gender: male and female teachers in public schools in Kuwait.
Secondary teachers: all teachers who teach grade10 to 12 in public schools in Kuwait.
Nationality: teachers who earned a Kuwaiti nationality versus teachers who have not a
Kuwaiti nationality.
Years of teaching: the years of teaching experience as indicated by the respondents.
School district: it is represented as one of six school districts in the Kuwait
educational system.
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Finally, The following eight items represent the factors of Communication Satisfaction
Questionnaire as defined by Downs and Adrian (2004):
1. Satisfaction with communication climate reflects communication of both the
organizational and the personal level. On the other hand, it includes items relating to the
extent to which communication in the organization motivates workers to meet
organizational goals. It also includes estimates of the degree to which people’s attitudes
toward communication are healthy in this organization. Workers often tend to think of
climate when they respond to general questions about communication.
2. Satisfaction with communication with supervisors includes both upward and
downward aspects of communicating with superiors. For example, it measures
subordinates’ perceptions of how open the managers are to their concerns as well as how
adequately managers keep subordinates informed.
3. Satisfaction with organizational integration revolves around the degree to which
individuals receive information about the immediate work environment such as
departmental plans and personnel news. Such information makes them feel a vital part
of the organization.
4. Satisfaction with media quality obtains reactions to meetings, written directives, and
several other important communication channels. It also covers the degree to which the
total amount of communication in the organization is seen as adequate.
5. Satisfaction with horizontal and informal communication concerns the degree to
which the grapevine is active and the degree to which horizontal and informal
communication is accurate and free-flowing.
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6. Satisfaction with organizational perspective concerns the degree to which employees
receive the broadest kind of information about the organization as a whole. It includes
notification about changes, information about the organization’s financial standing, and
information about the overall mission of the organization.
7. Satisfaction with communication with subordinates focuses on upward and downward
communication with subordinates, who are expected to be responsive to downward
communication and also to anticipate the supervisor’s needs and initiate upward
communication that will be helpful.
8. Satisfaction with personal feedback is one of the strongest dimensions because
workers in general have a need to know how they are being judged and how their
performance is being appraised.
Assumptions
The following assumptions were correlated to the study:
a) The instruments accurately measured teachers’ communication satisfaction.
b) The selected teachers responded to the questionnaire truthfully and revealed their
actual opinions and feelings around school communication.
Delimitations
The research was delimited by a randomly selected group who were working in secondary
schools at one of the six schools districts of Al-Asimah, Hawalli, Al Fawaniyah, Al Jahra, Al
Ahmadi, and Mubarak Al-Kabeer, in Kuwait during the Kuwaiti school year of 2009-2010.
Organization of the Study
The study is presented in five chapters. Chapter I included the background of the study,
statement of the problem, purpose of the study, research questions and hypothesis, significance
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of the study, definition of terms, assumptions, limitations, and delimitations. Chapter II consists
of a review of related literature, which included organizational climate, organizational and
school communication, communication satisfaction, and organizational commitment. Chapter
III describes the methodological design for the study. Also, it contains the selection of
participants, instrumentation, data collection, and data analysis procedures. Chapter IV presents
the main findings of the study by presenting the demographic information for the sample, and
finally showing the statistical results of each research question. Lastly, Chapter V discusses the
findings, implications, and recommendations for future research.
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CHAPTER 2

Review of the Literature
The central purpose of this study was to examine the relationship between teachers’
satisfaction with school communication and organizational commitment. Therefore, this review
of literature has a concentration in four areas that provide relevant background information for
this study: organizational climate, organizational and school communication, communication
satisfaction, and organizational commitment.
Educational System in the State of Kuwait
The educational system in Kuwait provides numerous pathways to meet the needs of
students at different ages. According to Kuwait Education Indicator and Assessment Project
(2007), the educational system in Kuwait is divided into four main levels; kindergarten, two
levels; elementary level, 1st grade to 5th grade; middle level, 6th grade to 9th grade; and
secondary level, 10th grade to 12th grade. More to the point, the Ministry of Education in
Kuwait (2008) indicated that in the educational year 2007/2008 the total enrollment of the
public education in the four levels reached approximately 343,000 students, approximately
63,000 secondary students among them. The total teaching staff in the secondary level equals
9,309 including 4,097 male teachers and 5,212 female teachers. They consist of 4,296 Kuwaiti
and 5,013 non-Kuwaiti teachers. Moreover, in the same mentioned year, there were 742 schools
in the four levels with 124 public secondary schools.
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Organizational Climate
The notion of organizational climate is not new. It is related to the 1950s when social
scientists studied variations in work environments (Hoy, Tarter, & Kottkamp, 1991). Several
researchers have studied organizational climate for the purpose of defining and explaining its
nature and the manner in which it affects satisfaction within organizations. Argyris (1958) was
the first researcher to provide a comprehensive definition for organizational climate. He defined
it in the content of policies, practices, abilities, values, self-concept, and defenses. Gregopoulos
(1965) defined organizational climate as a “normative structure of attitudes and behavioral
standards which provided a basis for interpreting the situations and act as a source of pressure
for directing activities” (p. 115). Organizational climate from the perspective of Campbell,
Dunnette, Lawler, and Weick (1970) is:
A set of attributes specific to a particular organization that may be induced from the way
the organization deals with its members and its environment. For the individual member
within an organization, climate takes the form of a set of attitudes and expectancies
which describe the organization in terms of both static characteristics (such as degree of
autonomy) and behavior-outcome and outcome-outcome contingencies. (p. 390)
Furthermore, the researchers identified four main sets of the organizational
characteristics: a) structural properties, b) environmental characteristics, c) organizational
climate, and d) formal role characteristics. Also, Forehand and Gilmer (1964) asserted that a
climate of an organization is affected by several factors among them: a) size and shape of the
organization, b) leadership style c) organizational goals, d) decision making processes, and e)
communication patterns.
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Litwin and Stringer (1968) explored the effect of the organizational climate on personal
motivation. Nine dimensions of organizational climate were proposed: structure, responsibility,
reward, risk, warmth, support, standards, conflict, and identity. In their book Organizational
Climate: Explorations of a Concept, Tagiuri and Litwin (1968) provided a literature review of
organizational climate and an evaluation of participations of psychological and social theories,
like McClelland’s need factors. Furthermore, types of organizational climate were addressed in
several organizations such as universities, industries, schools and other agencies. During this
time until the middle of the 1970s, the concept of the organizational climate became more
clearly defined. The scholars of organizational climate confirmed that the climate can be
measured from the perspective of the organizational stakeholders (Kundu, 2007). Toward the
end of the 1960s and the beginning of 1970s, two studies moved in the direction of measuring
an organizational climate from the perspective of its stakeholders. Schneider and Bartlett (1968)
developed a questionnaire to measure organizational climate, the Agency Climate Questionnaire
(ACQ). It contains 80-items and measures six factors; a) Managerial Support, b) Managerial
Structure, c) New Employee Concern, d) Interagency Conflict, e) Agent Independence, and f)
General Satisfaction.
A supporting study by James and Jones (1974) reviewed organizational climate research,
definitions, and measurement approaches. The study was divided into three main approaches “a
multiple measurement organizational attribute approach a perceptual-measurementorganizational-attribute approach, and a perceptual-measurement-individual attribute-approach”
(Kundu, 2007, p. 101). Researchers (Joyce & Slocum, 1984) suggested that organizational
climate and psychological climate should be dealt with as two different entities. Therefore, they
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developed a conceptual model named Collective Climate in their attempts to unifying these
three approaches.
Organizational Climate in Schools
Educational researchers have not agreed on a universal taxonomy of school climate.
Hoy and Miskel (2008) defined school climate as:
teacher’s perceptions in terms of the general work environment of the school; the formal
organization, informal organization, personalities of participants, and organization
leadership influence it…school climate is a relatively enduring quality of the school
environment that is experienced by participants, affects their behavior, and is based on
their collective perceptions of behavior in schools. (p. 198)
Betty (2004) wrote that “School climate reflects the physical and psychological aspects
of the school that are more susceptible to change and that provide the preconditions necessary
for teaching and learning to take place" (p. 2). Four instruments, on the other hand,
conceptualizing and measuring climate in schools which they are; a) Halpin and Crofts’ concept
of open and closed climates; b) Hoy and Tarter’s organizational health construct; c) NASSP’s
Comprehensive Assessment of School Environments; and, d) Willower, Eidell, and Hoy’s
concepts of pupil control ideology (Lunenburg & Ornstein, 2008).
In their pioneer study of elementary schools, Halpin and Croft (1963) constructed the
well-known instrument—Organizational Climate Descriptive Questionnaire (OCDQ). It was
devoted to an elementary school’s climate and it was designed to measure the
openness/closeness of teacher-teacher and principal-teacher interactions. They identified a
conceptual range that expands from open to closed climates. The six climates were open,
autonomous, controlled, familiar, paternal, and closed. Halpin and Croft (1963) created,
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however, two revised versions of OCDQ: one was devoted to elementary school (the OCDQRE) and the other one was dedicated to secondary schools (the OCDQ-RS).
Organizational Communication
Several scholars confirmed the importance of communication with an organization. The
pioneer of management theory and organizational studies Barnard (1938) stated that
communication would occupy a fundamental position in organizations, because it is responsible
for determining the extensiveness and the direction of organizations. Lunenburg and Ornstein
(2008) affirmed that communication is fundamental to every single organization no matter the
size that in addition to no decisions, objectives, attitudes and plans can be processed with an
absentce of communication. Also, they asserted that it is the connecting link not only between
managers and employees, but also between the employees themselves and with each
stakeholder. Katz and Kahn (1978) stated that communication is the essence of organizations.
However, some researchers went even further such as Czech (2007), Crino and White (1981)
who affirmed that the existence of all organizations and its leaderships greatly depends on
communication.
On the other hand, scholars have not provided an accurate definition of the term
communication. Dance and Larson (1976) have presented 126 different published definitions of
communication. Asha (2006) identified it in the basic level as “a two-way process in which
there is an exchange and progression of ideas towards a mutually-accepted direction or goal” (p.
2). Manning (1992) observed the phenomenon from two perspectives. According to his
textbook entitled Organizational Communication, communication could be divided into two
main levels according to its objectives and its techniques. The first is related to sending a
certain message with meaning for others at the personal level. The second is from
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organizational perspective which indicates the shared representation of thoughts. Organizational
communication has been defined as “the process by which information is exchanged and
understood by two or more people, usually with the intent to motivate or influence behavior”
(Daft, 1997, p. 560). Hall (1980) declared, on the other hand, that communication is a chief
indication of organizational effectiveness:
High on the diagnostic checklist of corporate health is communication. The ease with
which information flows downward, upward, and horizontally is often a major internal
indicant of organizational effectiveness; who listens to whom may reveal the real as
opposed to the apparent authority structure in a firm; and the proportion of people who
consistently fail to get the message is frequently taken as a statistical baseline for
predicting the efficiency with which plans will be translated into actions. (p. 216)
Witherspoon (1996) went even further and assured that: “Leadership exists only through
communication. Leaders are increasingly important as creators of culture, decision makers, and
change agents. These roles require the use of communication to develop shared meanings,
search and use information effectively, and create and communicate visions” (p. 204).
Communication Process
In fact, there are several models of the communication process in the literature of
communication studies; however, one of the first and the most well-known model is the model
of communication created by Shannon and Weaver (1949). The model emphasizes that the
message in every communication process passes through five main steps; a) Information Source,
b) Transmitter, c) Noise Source, d) Receiver, and e) Destination.
On the other hand, the communication process in schools involves sending information from
an individual (e.g., principal) to another individual (e.g., assistant principal) or group (e.g.
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teachers), and it may take place verbally or nonverbally (Forsyth, 2008). Lunenburg and
Ornstein (2008) discussed all aspects of the communication process in schools in detail in their
book, Educational Administration: Concepts and Practices. The process includes successive
stages and they are described below:
1. Ideating, in order to start a communication process, first the individual has to create
ideating, which means creating and building up a thought, message, and information to launch to
another person or people.
2. Encoding, emblems the thoughts that the dispatcher purposes to transmit. It takes
numerous forms such as verbal and nonverbal signals, or pictures. The receiver will also give a
personal understanding to that emblem. The more the accord between the two parties, the more
the likelihood of understanding the meaning between them.
3. Transmitting comes after creating and emblem the message. Transmitting can be
done by several channels such as memoranda, telephone, meetings, computers, face-to-face
communication and even the unintentional behaviors such as body language, facial appearance,
and tone of the voice are classified channels for transmitting the message.
4. Receiving, means receiving the message’s content. In order to be aware of all the
message details, the receiver should be a good listener, if the message is verbal. If the message
is written, the receiver must be a good reader.
5. Decoding is the perception of the message by the receiver. In this stage, the receiver
converts the received message into an understandable or explained meaning. However,
understanding the message does not mean accepting and agreeing with the message.
6. Acting is the last stage on the communication process. At this stage, the receiver
possesses several alternatives in terms of reacting to the message. These options are; the
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individual can immediately react towards it, respond in the direction of it later, or completely
ignore message. In order to complete the communication process the person or the group should
provide feedback to the dispatcher that whether the message was understood or not. Barriers of
communication can occur in anytime among the components of the communication process
(Lunenburg & Ornstein, 2008).
However, achieving the goals of the communication process requires developing and
promoting both sending and listening skills. Sending skills implies the capabilities to send an
understandable message. There are a number of sending skills: employing a suitable language,
providing clear and complete information, reducing external and proper communication
channels, and utilizing face-to-face communication as far as possible (Hoy & Miskel, 2008). In
the same regard, Harry (2000) presented five steps to improve the effective listening: a)
intention to listen; b) manage the physical environment; c) internal communication to listen; d)
assume a listening posture; and, e) participate actively in the listening process.
Directions of Organizational Communication
In this regard, the Dean of Graduate and Continuing Studies at Saint Joseph’s University,
Palestini (2005) encouraged educational administrators to engage their staff efficiently in the
communication process and they should illustrate the essential function of each direction of
communication. Pace and Faules (1994) categorized these directions in schools into four central
routes. Downward communication: the information that proceeds formally from a person on
higher authority. Upward communication: information that proceeds from a position on lower
authority to one on higher authority. Horizontal communication: information that moves among
people and positions in the same level of authority. Cross channel communication: information
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that moves among positions those are neither superior nor subordinate in different functional
departments.
Downward communication. This type of communication happens between a numbers
of groups within a hierarchy of leadership. For example, a message is sent from superintendents
to their assistants, then to principals, to department chairpersons, after that from chairpersons to
their professional staff (Luneburg & Irby, 2006). Regarding the kind of communication, Mirza
(2003) summarized its central objectives:
(a) Job Instructions: specific directions to employees to enable them to perform their
tasks efficiently, that is, how and what has to be done. (b) Job Rationale: Information
providing rationale for the task and its relationship to other tasks in organizations, so as
to develop an appreciation of the relevance and meaningfulness of the task, that is, why it
has to be done and what organizational purposes will be achieved through the task. (c)
Organizational Policies, Procedures, and Practices: Information regarding the norms,
rules and procedures to enable employees to learn the do’s and don’t as expected by the
organization. (d) Feedback: Information, both positive and negative, to the subordinates
regarding their performance so as to help them monitor their own efforts. Also,
information about subordinates’ strengths, weaknesses and potential for growth and
development so that they can operate from their areas of strength, improve in areas
where they are weak and make efforts towards realizing their potential. (d)
Identification with Organization: Information of an ideological character to inculcate a
sense of mission, pride, and commitment in employees towards the organization as a
whole. (p. 84)
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Upward communication. According to Pace and Faules (1994) upward communication
represents the information that moves from bottom to the highest positions. Every employee in
an organization is able to use this type of communication excluding the managers in the highest
positions. Jablin (1979) noted that the information submitted through upward communication
included four different kind of information; information concerning the subordinate, information
about co-workers, information related to job performance and the strategies of the organization,
and information associated to what subordinates should do and how to do it.
Zaremba (1993) assured that upward communication is very important for an
organization to be effective. He stated that the “subordinate-to-superior network is extremely
important for organizational health, and it is an aspect of communication that however difficult,
must be dealt with to improve the functioning of the organization” (p. 44). Moreover, through
upward communication, leaders are able to inquire the pulse of their organizations (Dessler,
1980). However, this kind of communication is hard to attain due to several barriers, including
misdoubt of upward communication, difficulties of gaining acceptance, authority discrepancy,
groupthinking, egotism and group individuality, over-critique of negative feedback, personal
traits of top managements and communication networks, and tyrannical forms of management
(Dennis, 2005). In this context, Palestini (2005) illustrated that the organization that promotes a
valuable upward communication is inclined to embody these features; mangers utilize an honest
and truthful towards upward communication, employees have the opportunity to be freely
involved in administrative practices, creativity and innovation are appreciated, and the
administration is constantly informed.
In order to develop successful upward communication and to overcome its barriers in
schools, Rafferty (2003) developed a set of steps to implement that. First, building trust among
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the principal and the teachers which may lead to establish a mutual understanding around
various professional matters. Second, teachers should be given the opportunity to contribute in
school improvement activities. Third, perspectives and objectives should be exchanged through
open communication. Fourth, personal commitment among school members should be created.
Fifth, elevating job satisfaction and personal cooperation generates more trust and honest
communication among the stakeholders.
Horizontal communication. Palestini (2005) declared that horizontal communication,
also called Lateral Flow, flows between employees at matching hierarchical stages. In schools,
unification and harmonization among the departments within the same level can be attained
through horizontal communication. In a high school, for example, the department heads will
collaborate in evaluating a curriculum for the whole school. Furthermore, horizontal
communication provides emotional and social promotion among co-workers (Lunenburg &
Ornstein, 2008). Aswathappa (2005) indicated that the major purposes for horizontal
communication are:
The first is task coordination. Heads of sections or departments may meet every month
to discuss how each section or department contributes to the company’s goals. Another
purpose is problem solving. The members of a section or a department may assemble to
discuss how to handle a threatened budget and employ some of the techniques to solve
the problems. Another reason for horizontal communication is information sharing.
Here, members of different departments may meet to share information. Another reason
is conflict resolution. Members of one department may meet to discuss a conflict within
the department or with anther department. (p. 431)
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Cross-Channel communication. Cross-Channel communication, also named Diagonal
Communication, is essential when members of an organization are not able to communicate
through other communicational directions. The movement of communication in this case is
diagonal instead of vertical. For example, the assistant superintendent for personnel submits a
special report in a straight line to elementary school principals without passing through the
customary communicational channels (Lunenburg & Irby, 2006). Both of these types of
communication, horizontal and cross-channel, have positive and negative sides. According to
Montana and Charnov (2008) the main advantages of horizontal and cross-channel
communication are:
a) They spread information more quickly than the traditional formats.
b) They serve to link groups that otherwise would either have to communicate through
the much slower upward-downward organizational communication channels or not
communicate at all.
c) They enable individuals with diverse knowledge in different parts of the organization
to contribute to problem solution, enhancing the effectiveness of resource use within the
organization. (p. 345)
Conversely, the central disadvantages of horizontal and cross-channel communication
are 1) interfere with the normal organizational routine, and 2) they cannot be effectively
controlled by the organization. Nevertheless, they are here to stay and most managers and
employees alike use them to function more effectively and efficiently within the organization
(Montana & Charnov, 2008). Furthermore, organizations with an elevated level of vertical and
horizontal communication are more probable to possess a higher level of effectiveness than
organizations with a low level of vertical and horizontal communication (Price, 1968).
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All the heretofore mentioned communication directions have their own inherent
difficulties and barriers. Even the efficient communication system in a school organization
might be hampered or blocked because of these barriers (Erasmus, Ferreira, Groenewald, &
Ngcobo, 2004). Smith (2004) confirmed that the effectiveness of communication is greatly
influenced by numerous factors. Therefore, school leaders must identify these barriers and work
to remove or at minimum reduce their effects. The researcher named these barriers as “noises”
and placed them into four different categories:
Physical noise, such as ineffective communication channels that do not transmit the
message from sender to receiver or distracting sounds within the communication process
that interfere with the receiver’s reception of the message.
Psychological noise, such as emotional distractions by the receiver.
Semantic noise, such as the use of jargon that is not understood by the receiver or other
language that carries different meaning for the sender and the receiver, often because of
different background and experiences.
Demographic noise, such as differences between sender and receiver in terms of age,
ethnicity, social status and so on. (Smith, 2004, p. 144)
In order to overcome these barriers, Montana and Charnov (2008) write:
The communication process should begin with the formulation of message that is clear
and concise. Use words that are part of the common vocabulary of the individual with
whom you wish to communicate and recognize the different groups have different
common vocabularies. Ask the individual to repeat the message. Try to not
communicate in great haste. Spend as much time as necessary to communicate
effectively. Listen to your employees. Be attentive to simultaneously transmitted

26
nonverbal message; in both sending and receiving. Keep written record so that later
disputes regarding meaning can be resolved by consulting the original message. (p. 339)
Communication Networks
In the book, Organizational Behavior: Text and Cases, Sekaran (2006) wrote that the
five most common communication patterns in organizational communication are Chain, Wheel,
Circle, All Channel, and the Inverted Y network. Each one of these directions has its own
advantages and disadvantages. The author clarified that by saying that the chain provides
accurate information, is moderately fast, and provides a moderate level of satisfaction to
employees. The wheel also provides accurate information, is very fast, but employees may not
be satisfied with it since information is not shared among the members. The all-channel is
moderately accurate, fast, and provides a high level of satisfaction to members. The circle is
unreliable and slow, but provides high member satisfaction. The inverted Y has high accuracy,
is moderately fast and members derive a high level of satisfaction from it.
School Communication
In today’s schools, communication plays a critical role. Lacking communication in
schools means no schooling, teaching, learning or any instructional deeds (Lunenburg & Irby,
2006). Communication is the most essential elements of educational administration. When the
leader is an ineffective communicator, the vision and mission of the school cannot be shared
with stakeholder effectively (Green, 2001). Communication is utilized by school leaders more
than any other tool (Helene, 2007). Furthermore, incapability to communicate with stakeholders
is considered a central cause of leaders losing their jobs (Porterfield & Carnes, 2008).
More to the point, the National Association of Elementary School Principals (1997)
asserted that the daily responsibilities of a principal may be in excess of one-hundred tasks.
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Without making contact with the staff, parents or students, he or she may struggle to achieve
whatsoever. Studies show that educational leaders spend the largest part of their time in
communicating with others. Lunenburg and Ornstein (2008) stated that principals spent most of
his/her time communicating with other parties. In order to clarify the point, they wrote that:
The centrality of communication to the overall job of the administrator is evident when
we consider how much time administrators spend communicating in organizations. The
results of two separate studies executed across a spectrum of organizational types and
administrative levels indicate that administrators spend 80 percent of their time in
interpersonal communication. Similar findings ranging from 70 to 80 percent have been
reported for elementary school principals, high school principals, and school
superintendents. (p. 178)
On the other hand, communication in organizations such as schools achieves numerous
significant purposes. Hoy and Miskel (2008) summarized these purposes as follows:
Production and regulation purposes include activities aimed at doing the primary work of
the organization, such as teaching and learning in schools. They include setting goals
and standards, transmitting facts and information, making decisions, leading and
influencing others, and assessing outcomes. Innovation purposes include messages
about setting goals and standards, transmitting facts and information, making decisions,
leading and influencing others, and assessing outcome generating new ideas and
changing programs, structures, and procedures in the school. Finally, socialization and
maintenance purposes of communication affect the participants’ self-esteem,
interpersonal relationships, and motivation to integrate their individual goals with the
school’s objectives. The capacity of a school to maintain such complex, highly
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interdependent patterns of activity is limited by its ability to handle communication for
these purposes. (p. 399)
Moreover, the authors assured that in order to accomplish these purposes worthily, an
elevated level of shared understanding should be produced (Hoy & Miskel, 2008). More to the
point, Luneburg and Irby (2006) emphasized that one of the significant responsibilities of
schools principals is to build and promote energetic school communication. They should
formulate a communication plan, which may include hiring a communication specialist,
improving staff’s communication skills, investigating the deficiencies of school communication,
involving all of the directions and networks of communication, and creating crisis
communications actions.
Communication Research in Educational Organizations
Recent research in the educational field showed a significant relationship between
communication and numerous organizational variables. First, the relationship between
communication and teacher’s job satisfaction was well documented (Czech, 2007; De Nobile &
McCormick, 2008; Sadik et al., 2003). Second, others detected a correlation with students’
academic results and school improvement (Arlestig, 2007b). Third, some researchers found a
clear positive relationship between communication coupled with variables such as school
climate, teacher involvement, peer communication, support from other teachers, participation in
staff development programs, teachers’ motivation, conflict management and organizational
image (Dakhil Allah, 2006; Haas, 1999; Halawah, 2005; Harris & Lowery, 2002; Rafferty,
2003; Smith, 2001; Summerville, 2000; Pampaloni, 2005).
The relationship between conflict management style and school communication climate
in high schools, in addition to principals’ and teachers’ attitudes regarding communication
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climate were observed in Haas research study (1999). The respondents were a combination of
122 high school principals, 26 technical principals, and 286 teachers. The employed
instruments were The Organizational Communication Conflict Instrument (OCCI), and the
Organizational Communication Climate Survey (OCCS) with a short demographic survey.
Results indicated that principals’ attitudes were more positive than teachers in terms of school
communication climate. Additionally, there was a contradiction between principals’ and
teachers’ attitudes in terms of principals’ communication styles. Principals believed that they
utilized more open communication styles; however, teachers did not agree with that.
Based on Summerville’s (2000) study, creating a positive communication climate was
affected by strength of teacher involvement, peer communication, respect and support between
teachers. Smith (2001), on the other hand, conducted a study to explore the relationship
between staff development and communication climate based on teachers’ perspectives from
different educational stages: elementary, middle, and high schools. Particularly, 144 teachers
from the Southfield, Michigan provided the data for this study. The Organizational
Communication Climate Survey (OCCS), and the Educational Participation Scale (EPS) were
used. Data analysis illustrated that teachers with positive communication climate were more
willing to participate in staff development programs.
Gahagan (2001) investigated the impact of electronic mail (e-mail) communication in the
overseas Department of Defense Dependents School system. The findings demonstrate
substantial utilization of e-mail in networking, collaboration, communication among different
organizational levels. Many participants assured that the e-mail is the favored method on school
communication; however, they need to adjust their writing to suit their audience. The results of
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this study would be valuable in developing and modifying e-mail policy and can be utilized to
create a professional development program devoted to new communication technology.
The purpose of Orman’s study (2002) was to develop a footprint of female academic
deans in terms of leadership and communication. The author interviewed 14 women appointed
to deans’ positions. The results revealed nine themes or conclusions. One of these conclusions
was that female deans were facing numerous complications with employing efficient
communication skills in bureaucratic organizations.
Harris and Lowery (2002) asked 123 teachers about their attitudes in terms of the most
effective things that their principals have done to create a positive climate in their schools.
Their response fell into three main themes: respect, communication, and support.
Rafferty (2003) conducted research in the western part of Ohio in order to recognize
whether teachers who are working in open-climate schools differed from teachers in closedclimate schools concerning communication with their principal. The data was collected from
more than five hundreds individuals who are working in different professional positions. They
filled out two instruments: Organizational Climate Descriptive Questionnaire for Secondary
Schools (OCDQ-RS) and Communication Climate Inventory (CCI). Data analysis demonstrated
that the flow of relevant information from teachers to the principal in secondary schools were
widespread in open school-climates. Besides, there was a “positive relationship between school
climate and upward communication patterns, and suggest that school climate can be improved
by increasing upward communication opportunities to influence the day-to-day aspects of school
life” (p. 68). In the end, the researcher asserted that effective communication is a key factor of
producing and preserving a successful school.
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The qualitative study of Gizir and Simsek (2005) aimed to define communication
problems and how to solve them from the perspectives of the faculty of a Turkish public
university in The Middle East Technical University. The sample consisted of 50 faculty
members from five different colleges. The researchers asked the interviewers four central
questions related to four themes; defining communication, intradepartmental communication
problems, ways to solve communication problems, and communication differences between
departments. The results showed that the positive factors were; interdisciplinary studies, coteaching, co-advising, seminars, symposiums, minors programs, double major undergraduate
program collaborative studies, common goals, disciplinary culture and social activities. In
contrast, the negative factors were; disciplinary culture, high individualism, inadequate
exchange of scientific knowledge, lack of motivation, competition, alienation, alliances,
criticism, lack of common goals, age profile of faculty, high degree of personal contact,
introvert characteristic of the department, inadequate collaboration in scientific work,
administrative issues, promotion system, and atmosphere. Moreover, the researcher pointed out
that organizational communication in educational organizations is slightly different from
business organizations.
The purpose of Halawah’s study (2005) was to investigate the relationship between
effective communication of high school principals and school climate. The study was
implemented in Abu Dhabi District, UAE. The data collected from 555 students and 208
teachers from 23 high schools; 11 for males and 12 for females. Students were asked to fill out
Evaluation of School Climate and teachers responded to High School Principal’s
Communication Survey. The results indicated that school climate was positively associated
with effective communication of high schools principals. Additionally, the differences among
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schools were on three dimensions: Security, Maintenance, and Instructional Management.
Males and females schools, however, were different in terms of four dimensions: Security and
Maintenance, Student Behavioral Values, Student Peer Relationships, and Instructional
Management. Lastly, principal communication was more effective in males’ schools than
females’ schools.
Investigating the impact of electronic communication on school leadership was the
purpose of Hines’s (2005) study. In an effort to accomplish this, the researcher interviewed and
surveyed ten principals from various school sizes and school levels about their thoughts in terms
of electronic communication. The outcomes revealed that the answers could be placed in two
different themes. The first theme involved numerous elements like volume of communication,
time at computer and at work, accessibility, and training for principals and for personnel. The
second was more entailed with unexpected results of using the e-mail.
Pampaloni (2005) conducted a research study which included three stages to find out
how colleges and universities create and maintain a special organizational image to attract
prospective students. A total of 10 colleges and universities in New Jersey represented the
sample. The researcher found that the characteristics of organizational image was similar to
organizational communication especially in terms of exceptional construct, outsiders are part of
critiquing as organizational image , identity and organizational image are connected.
More to the point, the study of Günbayi (2007) aimed to investigate:
The perceptions of teachers on the effectiveness of organizational communication in
their schools and whether the perceptions differed between teachers in primary and
junior high schools as a function of gender, age, marital status, seniority, and rank. Data
were collected from a sample of 334 teachers in 63 schools, working in primary and
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junior high schools in the centre of Afyon and Usak in Turkey during the fall and spring
semesters of 2002-2003. (p. 1)
Findings of the study indicated that effective communication skill among teachers and
principals was found. Also, a high level of the effectiveness of school communication existed
among teachers. Furthermore, the perceptions of primary and junior high schools teachers were
not influenced by gender, marital status, or seniority. The effectiveness of school
communication, on the other hand, was higher among young teachers. Furthermore, teachers
with lesser educational degrees scored lower than those with more educational attainment (i.e.,
graduate of a four-year college) in the effectiveness of school communication. Moreover,
teachers in both levels mentioned that principals keep them informed regarding their work and
the latest developments by means of three main methods; orally (65%), meetings and workshops
(27 %), or in formal writing (8 %). Finally, the researcher suggested that improving the
effectiveness of organizational communication in schools settings requires involvement from the
Ministry of Education. Orientation and in-service activities, which are supported by the
Ministry of Education, should provide new teachers with the needed skills to deal with
communication channels successfully.
The empirical study of Arlestig (2007a) explored how communication between
principals and teachers is influenced by structure, culture, and message content in a Swedish
school. The findings demonstrated that school leaders attempted to be explicit and
communicate expressly; however, the outcomes were severely affected by the structure and
culture barriers. Also, a message without consistency affects the efficient communication, even
with a clear structure and a positive culture. Finally, the researcher proposed that a visible
school leader is not enough to develop better communication. Communication, however, should
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be employed in both democratic and decentralized schools to engage a combination of
perceptions and interpretations.
In another study of Arlestig (2007b), the researcher wondered whether school
communication affects school outcomes and school improvement. In order to answer this
wonderment, the researcher posed three main questions: “to what degree are three dimensions in
a multidimensional organizational communication process—information, affirmation, and
interpretation—evident in communications between principals and teachers? Is it possible to
see differences between schools, and is there a positive conversation between organizational
communication processes and successful schools?” (p. 139). The study was applied in eight
secondary schools belonging to four municipalities in Sweden. The schools were divided into
two categories, four schools in each category, according to the academic results. Schools in the
first category have academic results higher than the average, however; the other categories have
academic results below the average in Sweden. The researcher has asked 13 principals, assistant
principals, and 40 teachers concerning their perspectives in terms of organizational
communication in their schools. In her conclusion, the researcher found that the major
dimension in school communication between principals and teachers was transmission of
information and conversations regarding latest developments. Teachers assured that the
majority of these conversations associated with students instead of teachers’ skills. Need to be
informed and receiving feedback were the main two concerns in teachers’ perspectives. Only
three schools, though, utilized school communication as a multidimensional process. Within
those schools, the researchers observed two interesting points. First, principals and teachers
were satisfied more than other schools. Second, the three schools were among the aboveaverage schools. She suggested that the there was an important relationship between using a
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multidimensional organizational communication in schools and students’ academic results. The
remaining five schools have failed to employ communication in teaching and learning,
feedback, and school vision.
In a recent study of school communication, De Nobile and McCormick (2008) explored
the relationship between school communication and job satisfaction in primary Australian
schools. The participants were 356 staff members from 52 Catholic primary schools. In order
to gather the data, the researchers used an instrument which was divided into three main
sections; the first section asked the respondents about their biographical information, the second
contained 65 items to measure school communication developed by the researchers, and the
third section included a modify version from Teacher Job Satisfaction Questionnaire (TJSQ).
Results indicated that there were:
Statistically significant relationships between aspects of organizational communication
and facets of job satisfaction as perceived by staff members of Catholic primary schools.
The results offered strong support for the propositions that supportive, democratic,
cultural and open communication were related to job satisfaction. The hypotheses that
directive communication and load communication were related to job satisfaction
received less support. Additional variables that were not anticipated from the literature
and, hence, not subject to hypotheses, were also found to be related to job satisfaction.
These were access to communication channels, adequacy of information and upward
supportive communication. The general conclusion that can be made is that, for this
group of school staff members, organizational communication and job satisfaction were
strongly associated. (p. 115)
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In the state of Kuwait, on the other hand, there were three studies which focused on
communication within educational settings. First, Odah’s (1996) study examined the
communication barriers in the Kuwait University. The participants were 530 individuals from
several administrative and teaching positions. The researcher concluded that the most frequent
communication barriers in KU were that hiding information intentionally, information
availability when needed was absent, and lacking efficient communication skills.
The second study was conducted by Dakhil Allah (2006). This study aimed to find out
the relationship between practicing effective communication skills and motivation. A total of
291 secondary teachers distributed in twelve high schools from all school districts in Kuwait
were utilized. Data analyzed exposed that the degree of practicing effective communication
skills by secondary school principals was raised in addition to a high level of teacher’s
motivation. Also, there was a significant relationship between effective communication skills
and teachers’ motivation. Finally, the researcher suggested that enhancing communication skills
by school leaders has a positive effect in the improvement of the educational process.
The study of Al-hajeri (2007) was the third study which concentrated on communication
in Kuwait. The purpose of the study was to discover the extent of practicing communication
skills among school principals. The sample of the study consisted of 194 principals and 774
heads of departments from the three educational stages; elementary, intermediate, and
secondary. The findings illustrated that the majority of answers for both groups were
reconciled; however, this reconciliation did not exist when it came to the overall scores of
principals’ communication skills. Finally, departments head’s answers were statistically
significant concerning principals’ writing.
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Communication Satisfaction
In the literature, researchers have presented numerous definitions of communication
satisfaction. The concept of communication satisfaction was first defined in a study by Level
(1959). He dealt with it as a unidimensional concept. Level’s definition was “the overall degree
of satisfaction an employee perceives in his total communication environment” (Redding, 1972,
p. 429). Thayer (1968) identified communication satisfaction as “the personal satisfaction
inherent in successfully communicating to someone or in successfully being communicated
with, whether in fulfillment of conscious need or a non-conscious appetite” (p. 144). Crino and
White (1981) viewed it as “an individual’s satisfaction with various aspects of the
communication occurring in his organization” (p. 832).
In his book, Communication within the Organization, Redding (1972) reviewed several
research associated to communication satisfaction and he was the first to conclude that
communication satisfaction is certainly a multidimensional concept. Subsequently, the
multidimensional notion had been confirmed by two another studies. Wiio (1976) distinguished
between four dimensions of communication; job satisfaction, message content, improvements in
communication, and channel efficiency. The other study was the study of Downs and Hazen
(1977). The researchers emphasized that communication satisfaction consists of several
elements; a) explanation of policies, b) expectations of job performance, c) advance notice of
changes, d) freedom to make suggestions, e) adequacy of information, f) information is obtained
from media, g) freedom to make complaints, h) accessibility of superiors, i) understand
problems of subordinates, j) appreciation of good performance, and k) open and willing to
initiate communication. In the light of these elements, Downs and Hazen developed the
Communication Satisfaction Questionnaire (CSQ). It was dedicated to measure eight factors of
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organizational communication. These dimensions are communication climate, supervisory
communication, organizational integration, media quality, coworker communication,
organizational perspective, communication with subordinates, and personal feedback. Many
researchers examined communication satisfaction with job satisfaction. These studies indicated
a relationship between each other (Downs & Adrian, 2004).
Communication Satisfaction Research
Recent studies found that employees’ satisfaction with communication within their
organizations is significant to improve employees’ job satisfaction (Downs & Hazen, 1977;
Ehlers, 2003; Nicholson, 1980), job performance and organizational identification (Goris, 2007;
Nakra, 2006), employees’ motivation, productivity toward work (Chun-Fang et al., 2008), task
and relational leadership style (Madlock, 2008), conscientiousness, and neuroticism (Tseng,
2006).
Nicholson’s study (1980) is the first to administer the Communication Satisfaction
Questionnaire (CSQ) in a public school system. The researcher studied communication
satisfaction among secondary educators in the Metropolitan Nashville Public School System.
The sample consisted of 290 administrators and teachers. The main purposes of the study were
to examine the level of communication satisfaction, the relationship between communication
satisfaction and job satisfaction, and the correlation between communication satisfaction and
demographic variables of the secondary educators. The participants were asked to fill out the
Communication Satisfaction Questionnaire (CSQ), developed by Downs and Hazen (1977) and
the Personal and School Information Sheet. The CSQ consists of eight communication factors;
general organizational perspective, personal feedback, organizational interactive,
communication with superiors, communication climate, horizontal communication, media
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quality, and communication with subordinates. The results illustrated that most of secondary
educators in the school system were satisfied with their school communications. Moreover, the
researcher found a significant relationship between all the eight factors of communication
satisfaction and job satisfaction. Finally, a significant correlation between certain dimensions of
communication satisfaction and the participants’ demographic variables was existed.
Ehlers (2003) identified a positive relationship between communication satisfaction and
job satisfaction. The researcher, on the other hand, did not find a clear relationship between
communication satisfaction and self-reported absenteeism.
The study of Akkirman and Harris (2005) aimed to compare organizational
communication satisfaction between virtual workplace and traditional workplace employees in a
firm. Particularly, 68 employees from virtual workplace and traditional workplace completed
the Communication Satisfaction Questionnaire (CSQ). Gathered data verified that the scores of
communication satisfaction for virtual workplace’s employees were higher than the other group.
On the other hand, age, length of tenure, and gender were significant. The authors attempted to
explain these results by affirming that:
With maturity and experience in a job, workers might be more comfortable with more
functional than social communication…they might also have more firmly established
organizational identification (Wiesenfeld et al., 1999a), which could affect integration
and climate. Maturity and job tenure might support stronger reliance on self-referent and
system-referent information. (Akkirman & Harris, 2005, p. 402)
In his attempt to detect which communication factors that have an effect on job
satisfaction, Tseng (2006) found that communication satisfaction is one of the important factors
to predict job satisfaction. Besides, communication satisfaction can be predicted by the Big
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Five personality traits; Extraversion, Openness to Experience, Agreeableness, and
Conscientiousness in Taiwanese employees.
Exploring the relationship between communication satisfaction and work motivation was
the main purpose of Chun-Fang et al. (2008). The respondents consisted of 289 hotel
employees. Data analysis designated that the group with high scores in communication
satisfaction had a positive thought toward work motivation rather than the group with a low
communication satisfaction scores.
The empirical study of Nakra (2006) proposed to identify the relationship between
communication satisfaction and organizational identification. The sample included 67 working
executives from 55 different organizations located in Bangalore and India. The researcher
employed two instruments, Down’s Communication Audit Questionnaire (1990) and the
Organizational Identification Survey. Five of communication satisfaction dimensions were
examined in this study; personal feedback, communication climate, media quality,
organizational perspective, and relationship with supervisor. Pearson Correlation Coefficient
was utilized to determine the correlation between overall communication satisfaction and its five
dimensions with organizational identification. The results indicated that overall communication
satisfaction and organizational identification had a clear positive correlation. Each of the five
dimensions, however, was significant with the variable. Among the five dimensions, personal
feedback and communication climate had the highest correlation scores to organizational
identification.
Gülnar’s (2007) paramedics study investigated the relationship between communication
satisfaction and job satisfaction among research assistants at Seluck University in Turkey. The
chief research objectives were to explore the respondents’ level of communication satisfaction

41
and job satisfaction, to identify the importance factors of communication satisfaction and job
satisfaction, and lastly to illustrate the relationship between the factors of communication
satisfaction and job satisfaction. The utilized instruments in this study were Communication
Satisfaction Questionnaire and Job Satisfaction Survey. A total of 163 research assistants
represented the sample of the study. The results disclosed that the factors of horizontal
communication, media quality and organizational integration were the most satisfied
communication satisfaction dimensions, however, communication climate, personal feedback,
and organizational were the least satisfied communication satisfaction dimensions.
Additionally, nature of work, coworkers, and supervision had the highest scores among the
factors of job satisfaction, on the other hand, fringe benefits, and contingent rewards had the
lowest scores. A correlation between communication satisfaction and job satisfaction indicated
that the total score of communication satisfaction with its dimensions were correlated with the
job satisfaction and almost all its factors.
In his study, Goris (2007) examined the moderating influence of communication
satisfaction on the association with individual-job congruence and both job performance and job
satisfaction. The sample consisted of 302 employees from two companies located in the
southern part of the USA. Regression analysis demonstrated that communication satisfaction is
a weak moderator of the individual-job congruence; however, it is a strong predictor of both
performance and satisfaction.
In a recent study, the purpose of Madlock’s study (2008) was to explore the supervisor
communication competence and leadership style on employee and communication satisfaction.
Respondents were 220 full-time employees from different companies in the Midwest. The
findings revealed that there was a strong relationship between leadership styles, specially task
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and relational leadership style, with job and communication satisfaction. Moreover, the
relationship between supervisions’ communication competence and job and communication
satisfaction were a robust relationship. Finally, supervisions’ communication competence was
found to be a powerful predictor of job and communication satisfaction.
Finally, according to the researcher’s knowledge, the study of Sadik et al. (2003) was the
only study in the whole Arab world that examined the relationship between job satisfaction and
its relationship to communication satisfaction in schools. The participants were 192 males and
females principals belonging to three educational stages; secondary, middle, and elementary
schools in the state of Qatar. The most important results in this study were that the participants
had high scores on job satisfaction and communication satisfaction. Also, a statistically
significant difference was found between satisfaction with communication and principals’
educational level and experience.
Organizational Commitment
In the literature, the term commitment has defined in several perspectives. For instance,
Merriam-Webster (2010) describes it as “the state or an instance of being obligated or
emotionally impelled” (p. 1). Likewise, O'Reilly, Chatman, and Caldwell (1991) believed that
commitment blends employees to their workplace and it represents the psychological connection
between the two entities. On the other hand, Mowday et al. (1982) identified organizational
commitment as “the relative strength of an individual’s identification with and involvement in a
particular organization” (p. 27). Meyer and Herscovitch (2001) considered it as “a force that
binds an individual to a course of action of relevance to one or more aims” (p. 301). Besides,
they asserted that contemporary researchers have no doubt and it is extensively accepted that
organizational commitment is a multidimensional notion.
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Models of Commitment
The first and most common model of organizational commitment was developed by
Meyer and Allen (1991). It was named “A Three-Components Model of Organizational
Commitment”. The model proposed three components of organizational commitment; affective,
continuance, and normative. Meyer and Allen (1991) defined the three components as follows:
Affective Commitment refers to the employee’s emotional attachment to, identification
with, and involvement with the organization. Employees with a strong affective
commitment continue employment with the organization because they want to do so.
Continuance Commitment refers to an awareness of the costs associated with leaving the
organization. Employees whose primary link to the organization is based on continuance
commitment remain because they need to do so. Finally, Normative Commitment
reflects a feeling of obligation to continue employment. Employees with a high level of
normative commitment feel that they ought to remain with the organization. (p. 67)
Moreover, Meyer and Allen declared that researchers should deal with affective, continuance,
and normative as different components not as a different types.
The second model was proposed by O’Reilly and Chatman (1986). The model is
consistent with Meyer and Allen (1991) in terms of the psychological connection between the
employee and the organization excluding the nature of that connection. O’Reilly and Chatman
asserted that the nature of the connection is not unified and it can obtain three separate
foundations; compliance, identification, and internalization. According to the researchers,
Compliance occurs when attitudes and behaviors are adopted not because of shared
beliefs but simply to gain but simply to gain specific rewards. In this case, public and
private attitude may differ. Identification, in Kelman’s terms, occurs when an individual
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accepts influence to establish or maintain a satisfying relationship; that is, an individual
may feel proud to be a part of a group, respecting its values and accomplishments
without adopting them as his or her own. Internalization occurs when influence is
accepted because the induced attitudes and behavior are congruent with one’s own
values; that is, the values of the individual and the group or organization are the same.
(p. 493)
The differences between the two models were examined by Chelladurai (2006). He
focused particularly on the difference between Meyer and Allen’s (1991) continuance
commitment and O’Reilly and Chatman’s (1986) compliance commitment. Continuance
commitment, according to Chelladurai, does not provide any idea about the behavior and
performance of the workers. On the contrary, the decision of an employee to continue working
in an organization is clearly specified in compliance commitment.
Recently, the third model of organizational commitment, called the Four Dimensional
Model, emerged from the effort of Quijano, Navarro, and Cornejo (2000). They divided the
nature of commitment within an organization into two main group; instrumental and personal.
The first includes two levels; exchange commitment which it is highly depended on rewards,
and need commitment which it relates to remaining in the job. The personal group also
embodies two levels; affective commitment, it about attachment with the organization; and
value-related commitment, it concerning the accordance of the values of an employee with the
values and purposes of the organization.
On the other hand, the researchers verified that raising the level of employees’
commitment has several beneficial outcomes for the organization. These positive outcomes
were presented by Nehmeh (2009). The general assumption of her article was that committed
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employees “will work harder at their jobs and perform them better than those with weaker
commitment” (p. 4). In the article, she reviewed several studies focused on the relationship
between commitment and numerous organizational behaviors variables. Nehmeh (2009)
concluded that commitment to an organization is an important feature in enhancing employees’
performance. Also, the committed employees have a high desire to remain at their work.
Furthermore, the absentee among committed employees is less than the employees who have a
low level of commitment. In addition, keeping the employees with continuance commitment
has passive consequences in the organization.
Communication Satisfaction and Commitment Research
Communication satisfaction as a factor to promote employees’ organizational
commitment was recently confirmed by different studies (Carrière & Bourque, 2009; Chen et al.
2006; Downs et al., 1995; Downs et al., 1996; Ng et al., 2006; Potvin, 1991; Sinclair et al.,
2005; Van Vuuren et al., 2007; Varona, 1996; Walker et al., 2009).
One of the key objectives of Potvin’s (1991) dissertation was to identify the relationship
between employees commitment and communication satisfaction. A total of 999 surveys were
completed by employees in three organizations; a retail department store chain, a Fortune 500
firm, and a health care organization. Results showed a significantly robust relationship between
the two variables. She found those identification/commitment were positively correlated to
communication satisfaction.
In their critical study, Downs et al. (1995) four studies were analyzed utilizing identical
research measures. The employed instruments were Communication Satisfaction Questionnaire
(COM), and the Organizational Commitment Inventory (OCI). The sample contained of nine
organizations which attributable to three different cultures: United States (two studies, six
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organizations), Australia (two organizations) and Guatemala (one organization). The main
purpose of these studies was to answer two questions; a) What is the correlation and the
regression between communication satisfaction and organizational commitment? and b) What is
the relationship between the two variables in different organizations across diverse cultures?
Meta-analysis revealed a number of interesting findings. First, several communication factors
were significantly correlated and significant predictors to organizational commitment. Second,
the factor of Communication Climate was the highest correlations in all cultures. Third, the
highest correlation between the two variables was found in American’s organizations; on the
other hand, Guatemalans had the lowest. Fourth, the factor of Relationship with Supervisor was
the most frequent predictor. In the end, the similarities and differences among the cultures are
presented below:
a) The fact that Relationship with Supervisor is a good predictor of commitment. b) All
aspects of communication have high correlations with commitment. However, there
were some differences. For example, these data seem to indicate a closer tie between
communication satisfaction in general and commitment for the Americans. Also
intriguing is the fact that no items referring to money surfaced on commitment factors
for the Guatemalans, while these same items were integral parts of the factor structures
for both the Americans and the Australians. (p. 12)
In a paper (Downs et al., 1996) presented in Chiba, Japan, the researchers compared the
United States, Australia and Guatemala’s organizations, with three organizations from Thailand.
The researchers also attempted to compare the relationship between organizational
communication and commitment among the four countries. The results confirmed that there is
definitely a positive relationship between the two variables particularly with these factors:
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Communication Climate, Organizational Integration, Media Quality, and Relationship with
Supervisor. Furthermore, the level of commitment was disparate among not only the different
cultures but also within the same culture. The employees in Thailand and Guatemala appeared
to have higher commitment scores than United States and Australia’s employees. Finally, an
unexpected conclusion was the fact that Personal Feedback was the most frequent predictor in
Thailand.
Also, Varona (1996) investigated the relationship between communication satisfaction
and organizational commitment in three organizations in Guatemala City, Guatemala. Those
organizations were a female Catholic School, Catholic children's hospital, and a food factory. A
sample of 307 subjects completed three different instruments; Communication Audit
Questionnaire, Organizational Commitment Questionnaire, and Organizational Commitment
Instrument. The findings showed a positive but not strong relationship between communication
satisfaction and organizational commitment. Furthermore, overall communication satisfaction
was a predictor to all the organizational commitment factors. Two communication satisfaction
factors were good predictors and they were Organizational Integration and Horizontal
Communication. Teachers in the Catholic School, however, were more satisfied with
communication than other groups. Additionally, teachers with less than one year of service
were the most satisfied with communication and most committed to their schools. Finally,
supervisors were more satisfied than subordinates with communication in the three
organizations.
Hsu’s (2002) sample consisted of 195 respondents from six restaurants and two hotels in
a large Midwestern city. In her study, there was a direct relationship between overall
communication satisfaction and employee organizational commitment. This designated that
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employees’ job satisfaction and organizational commitment were greatly affected by
communication satisfaction. An interesting finding, however, was that communication
satisfaction and intent to quiet were negatively correlated, however, the author did not find a
relationship between the two variables of organizational commitment and intent to quiet. She
concluded that organizational commitment was developed by communication no matter what is
the employee’s background.
In his longitudinal case study, Nuss (2005) intended to investigate the relationship
between communication satisfaction and communication satisfaction over a long period of time,
eight years, in a Midwestern police department. In order to answer to his suspicion, the
researcher employed both quantitative and qualitative methods. The quantitative analyses
illustrated that the correlation between the two variables was intermediate and steady.
Regression models revealed that two variables of communication satisfaction factors,
Organizational Integration and Relationship with Top Management, were the most constantly
predicted organizational commitment. On the other hand, qualitative findings showed “ how
perceptions of secrecy and mistrust, as well as work relationship immediacy, constituted
working condition, affected research variables, and undermined the audit process itself” (p.
230).
The study of Sinclair et al. (2005), which was conducted in Fortune 500 energy and
telecommunications industry firms across the United Sates, revealed that there was a robust
correlation between communication and commitment. The study found that employees who
work in organizations with an efficient communication system tended to have robust affective
and persistent commitment.
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The study of Boon and Arumugam (2006) which was conducted in six main Malaysian
companies showed that the main corporate culture dimension was communication and it was
highly correlated with organizational commitment, a correlation of 0.65, more than any
corporate culture dimension. In the same year, Stup (2006) found similar results. In his study
which included the owners and employees of dairies in five American states, he confirmed that
employees who satisfied with the feedback from the managers were more likely to feel more
commitment to their organizations.
Ng et al. (2006) conducted their study on 2043 workers in a large national retailer. They
found a positive correlation between management communication and organizational
commitment.
The central purpose of Chen et al.’s study (2006) was to explore the relationship between
four variables; organizational communication, job stress, organizational commitment and the job
performance of accountants in the USA and Taiwan. The questionnaire was mailed to several
companies in the two countries. The returned questionnaires were stratified geographically as
87 from Taiwan and 57 from the USA. Data analysis indicated that in both countries there was
a significant and positive relationship between three variables: organizational communication,
organizational commitment and job performance. In addition, a linear regression technique
showed:
An increase in the level of organization communication by one unit reflected a 0.17 unit
increase in organizational commitment (R 2=0.36, F=80.62, p<0.01). Thus, if
organizational commitment increased one unit organization communication increased by
2.09 units. With an increase in organization communication and commitment by one
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unit individually, job performance went up 0.05 (R 2=0.07, F=10.05, p<0.01) and 0.26
units (R 2=0.17, F=29.66, p<0.01), respectively. (p. 246)
Van Vuuren et al. (2007) examined the relationship between both direct and indirect
supervisor communication and organizational commitment. A total of 456 employees from a
Dutch provider of telecommunication services completed an online questionnaire dedicated to
measure supervision communication, person-organization fit, organizational efficacy
perceptions, and organizational commitment. The results exposed that satisfaction with
managers’ communication leads to employees’ successful organizational commitment. As well,
the study demonstrated an indirect effect of person-organization fit and organizational efficacy
on the relationship between communication satisfaction and efficient commitment.
The research study of Czech (2007) examined the relationship between communication
and leadership behaviors of department chairpersons from different colleges and universities.
Particularly, 202 faculty members were chosen randomly from the faculty of Council of
Independent Colleges, Washington, D.C. The participants completed a survey designed to
measure several variables such as: supportive and defensive communication, Bureaucratic,
Machiavellian, Transformational leadership behaviors, chair effectiveness, job satisfaction, and
organizational commitment. The findings revealed that chairpersons who use all the supportive
communication behaviors were effectives head departments. Also, 17% of the variance in
bureaucracy scores, 56% of the variance in faculty job satisfaction, and 41% of the variance in
organizational commitment were attributable to communication behaviors. In the light of the
findings, the author concluded that communication is undoubtedly critical and leadership itself
is a communication phenomenon.
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The positive relationship between communication and commitment was supported by the
study of Hassan and Ali (2008). The sample included several higher education institutions from
Klang Valley, Malaysia. They found that affective, continuance, and normative commitment
were all have a moderate relationship with Leadership Communication Practices. They
suggested that the existence of the efficient organizational communication would increase
employees’ organization commitment.
Nehmeh (2009) wondered that “if managers lack commitment how can they possibly
be expected to manage and motivate others? Good communication and feedback between
management and employees is a means to reduce these problems” (p. 7).
Examining whether communication satisfaction is a mediator between communication
practices and both job satisfaction and organizational commitment was the purpose of Carrière
and Bourque’s (2009) study. A total of 91 paramedics from a Canadian municipal land
ambulance service participated in this study. The results indicated significant and positive
relationships between communication satisfaction and internal communication practices, and the
two variables: job satisfaction and organizational commitment. Also, the researcher found that
communication satisfaction is a mediator between communication practices and job satisfaction
and organizational commitment only when communication satisfaction promotes between staff.
Recently, Walker et al. (2009) undertook a research study to examine the relationship
between communication satisfaction and organizational commitment among the marketing
employees. The participants were selected from the list-serve of the National Association of
Collegiate Marketing Administrators (NACMA). Regression analysis showed that two types of
organizational commitments, affective and normative commitment, can be positively predicted
by the overall communication satisfaction. The two types as well can be positively predicted by
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three communication satisfaction factors, supervisory communication, media quality, and
personal feedback.
Conversely, the results of two studies were inconsistent with the related literature. The
first was the study of Postmes, Tanis, and De Wit (2001). It reviewed the results of two studies
from two Dutch organizations; a distance learning institute, and a major insurance company.
Both of the studies centralized on the relationship between organizational commitment with two
factors of organizational communication; horizontal communication and vertical
communication. The conclusions were similar in the two organizations, vertical
communications were more strongly related to organizational commitment than horizontal
communication. In other words, an employee committed to an organization is not susceptible to
the relationship between peers; however, it is affected by the relationship with managers.
Second, the results of Ovadje’s (1996) study, which was conducted in four Nigerian
organizations, found that there was no relationship between overall communication satisfaction
and calculative commitment.
Summary
This study investigated satisfaction with school communication and its relationship
organizational commitment among secondary school teachers in the state of Kuwait. This
chapter of the study reviewed the related research concerning four main topics; organizational
climate, school communication, communication satisfaction, and organizational commitment. A
review of literature demonstrated several interesting points; First, several researchers asserted
that communication is fundamental to organizations, regardless of its form and its size, and the
effectiveness of them is greatly depended on effective organizational communication. Second,
within educational settings, a clear positive relationship between communication and several
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variables were revealed in the literature. These variables were; teacher’s job satisfaction,
students’ academic results, school improvement, school climate, teacher involvement, peer
communication, support from other teachers, participate in staff development programs,
teachers’ motivation, conflict management, and organizational image. Finally, employees’
satisfaction with school communication was confirmed to improve employees’ job satisfaction,
job performance and organizational identification, employees’ motivation, productivity towards
work, task and relational leadership style, conscientiousness, neuroticism, and finally
organizational commitment.
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CHAPTER 3

Methodology
This chapter describes the methodology used in the study and is organized into the
following seven sections (a) type of study, including mode of inquiry and design, (b) population,
(c) sample, (d) data collection, including issues related to the use and composition of the
dominant cohort, instrument characteristics, and specific procedure for data collection, (e) data
analysis, including a discussion of the variables used in the study, and the research question in
statistical format, (f) limitations, and (g) delimitations.
Type of Study
This study utilized a quantitative mode of inquiry. This section of the methodology
chapter presents a description of and a rationale for the type of research used in this study. The
main objective of choosing the survey as a tool was that the survey was the appropriate
instrument to investigate the attitudes of a large population such as the population in this study
with less time and effort. Also, it helps to minimize researcher’s bias and it gives the
participants a sense of comfort and leads them to answer freely and openly (Fink & Kosecoff,
2008). The data was collected at one point in time; therefore, it is classified as a cross-sectional
survey.
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The Population
The targeted population in this study was secondary teachers who are working in the
public education system in Kuwait. The total number of secondary teachers in the public
educational sector in the educational year 2007/2008 was 9309 teachers, including 4,097 male
teachers and 5,212 female teachers. They consisted of 4,296 Kuwaiti and 5,013 non-Kuwaiti
teachers (Ministry of Education, 2008). The teachers were working in 124 public secondary
schools which were distributed in six school districts; Al-Asimah, Hawalli, Al Fawaniyah, Al
Jahra, Al Ahmadi, and Mubarak Al-Kabeer (Kuwait Education Indicator and Assessment
Project, 2007).
The Sample
The sample consisted of a randomly-selected group of public secondary teachers in
Kuwait. The group was chosen from 24 schools distributed in six school districts. They were
selected via two-stage cluster sampling. The total numbers of the participants were 465 teachers
and this was equal to more than 5% of the whole population.
Data Collection
It is important to mention that the public educational system in the Kuwait is divided into
six school districts and all of the secondary schools in the system are separated based on gender.
To conduct research in Kuwait, the researcher obtained authorization from the Ministry of
Education (MOE). In order to obtain that authorization, the researcher provided the MOE with
comprehensive information of the study including several copies of the research instruments.
Two stage cluster sampling was the method of selecting the targeted group. The first
stage was dividing the state of Kuwait into six school districts. Second, from each district the
researcher selected randomly four secondary schools, two schools of male teachers and two
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schools of female teachers. However, in order to ensure that the selection process was
implemented in an accurate way, the researcher created two lists of schools; a list for schools
which contained male teachers and another one for schools that had females teachers.
Afterward, the researcher placed the school names in a box. Four schools, two schools for each
gender, were selected from each school district. In the end, the sum total of schools was 24.
Twenty teachers, from each school, were chosen from a list which was available in the
administration office in each school. Additionally, the researcher was nearby to respond to
every question regarding the survey raised by the participants.
The Instruments
The applied instruments in this research were the Communication Satisfaction
Questionnaire (CSQ) attached with it a Personal Information Sheet and Downs’s Commitment
Scale. The two instruments were translated to Arabic by the researcher.
Communication Satisfaction Questionnaire (CSQ). This instrument was developed
by Downs and Hazen (1977). It was designed to measure organizational communication and it
is widely used to measure satisfaction with communication. The instrument passed through
three basic stages until its final form.
First, the initial design of the instrument was made of 88 items and they were dedicated
to recognize the communication factors. Down and Hazen applied the instrument to a sample of
225 managers and professional staff belonging to different organizations such as the army,
hospitals, universities, governmental organizations and private companies. In the light of their
answers, the researchers isolated eight factors and shrunk the items into five items for each
factor. Each factor of communication satisfaction was defined by Downs and Adrian (2004) as:
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1. Satisfaction with communication climate reflects communication of both the
organizational and the personal level. On the other hand, it includes items relating to the
extent to which communication in the organization motivates workers to meet
organizational goals. On the other hand, it includes estimates of the degree to which
people’s attitudes toward communication are healthy in this organization. Workers often
tend to think of climate when they respond to general questions about communication.
2. Satisfaction with communication with supervisors includes both upward and
downward aspects of communicating with superiors. For example, it measures
subordinate’s perceptions of how open the managers are to their subrodinates as well as
how adequately the manager keeps subordinates informed.
3. Satisfaction with organizational integration revolves around the degree to which
individuals receive information about the immediate work environment such as
departmental plans and personnel news. Such information makes them feel a vital part
of the organization.
4. Satisfaction with media quality obtains reactions to meetings, written directives, and
several other important communication channels. It also covers the degree to which the
total amount of communication in the organization is seen as adequate.
5. Satisfaction with horizontal and informal communication concerns the degree to
which the grapevine is active and the degree to which horizontal and informal
communication is accurate and free-flowing.
6. Satisfaction with organizational perspective concerns the degree to which employees
receive the broadest kind of information about the organization as a whole. It includes
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notification about changes, information about the organization’s financial standing, and
information about the overall mission of the organization.
7. Satisfaction with communication with subordinates focuses on upward and downward
communication with subordinates, who are expected to be responsive to downward
communication and also to anticipate the supervisor’s needs and initiate upward
communication that will be helpful
8. Satisfaction with personal feedback is one of the strongest dimensions because
workers in general have a need to know how they are being judged and how their
performance is being appraised. (Downs & Adrian, 2004, pp. 140-141)
Furthermore, besides using the instrument in measuring communication satisfaction, it is
considered a useful instrument to measure all aspects of communication within organizations.
Downs and Hazen (1977) asserted that “it is possible that the various dimensions of
communication satisfaction can provide a barometer of organizational functioning, and the
concept of communication satisfaction can be a useful tool in an audit of organizational
communication” (p. 72). The mentioned statement was confirmed recently by the work of
Zwijze-Koning and De Jong (2007). The researchers wrote that CSQ is an appropriate
instrument to assess staff’s opinion in terms of communication within their organization.
In the second stage, the instrument was conducted on 510 people who worked in four
different organizations and the outcomes supported the first stage. In order to test the reliability
of the questionnaire, the researchers had tested the same group twice in a week and the degree of
reliability was 0.94. Also, CSQ characterized by its high level of internal reliability between all
of its factors and they varied between 0.79 and 0.99 (Zwijze-Koning & De Jong, 2007).

59
Finally, the researchers did a correlation between the eight communication factors along
with job satisfaction. The results demonstrated a high correlation between job satisfactions with
three communicational factors: communication climate, relation with supervisor, and personal
feedback (Downs & Hazen, 1977).
The original version of the questionnaire consists of 40 items devoted to measure eight
factors of organizational communication with two items which designated to measure job
satisfaction. These two items were not included in this research. The measured factors were
communication climate, supervisory communication, organizational integration, media quality,
coworker communication, organizational perspective, communication with subordinates,
personal feedback. Each factor consists of five related items. Here, it is important to assert that
the factor of communication with subordinates measured teachers’ communication satisfaction
with their students.
The questionnaire was designed to allow the participant to choose from 1 - 7 points on a
scale which ranged from very dissatisfied, one point, to very satisfied, seven points. For each
factor, an overall score was summed by calculating a general score for the five items. Each
factor’s score was range from 5 - 35. The scores were placed in three general categories; scores
scaled from 5 - 15 represented dissatisfaction with the factor, scores scaled from 16 – 20
represented indifference, scores scaled from 25 - 35 represented satisfaction. Finally, there was
an open-ended question to obtain suggestions and recommendations which may help to develop
and promote communication effectiveness within educational settings.
Up to now, the CSQ has been used in different organizations and cultures “it has been
the basis for more than 30 PhD dissertations and MA theses. During the past decade it has been
used in several foreign countries as well as the United States, it has also been used in many
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different kinds of organizations” (Downs & Adrian, 2004, p. 139). In the end, it is important to
indicate that the instrument was modified to measure communication factors in school
organizations. Furthermore, for the first time, it was translated to the Arabic language.
Downs’s Commitment Scale. Dr. Downs developed the scale after looking at the
quantitative data in many organizations, plus the qualitative data from organizations in the light
of the response to the following qualitative question; what affects your commitment to your
organization? The instrument consisted of nine items devoted to measure an overall score for
organizational commitment. Each participant has the opportunity to select from a scale
consisting of seven points which ranged from very satisfied, seven point, to very dissatisfied,
one point (C. W. Downs, personal communication, May 22, 2009).
Validity
The content validity was examined by three experts in three fields, education, linguistic,
and communication in both countries, the United States and Kuwait. They provided the
researcher with recommendations such as; the construct of the instruments, consideration the
differences between the two languages, and the level of difficulty of the questions. After that,
the researcher used the test/retest method to check the reliability. The adjustments had been
done according to their requirements.
Reliability
In order to estimate the reliability of the instruments, especially because it was translated
to a different language from the original copy, the researcher used the test/retest method. A total
of twelve secondary teachers, two teachers from each district, were chosen randomly to
complete the two instruments from different school districts. After two weeks, the same group
filled out the instruments. A correlation between the two instruments was computed and the
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results were as follows, the correlation score for Communication Satisfaction Questionnaire was
0.91 and Downs’s Commitment Scale’s correlation degree was .87. Therefore, the instruments
are reliable, and highly correlated.
Data Analysis
Answering the study research questions required employing both descriptive and
inferential statistical analysis by utilizing IBM SPSS Statistics 18 computer software. In order
to process the data analysis, the researcher used the following statistical procedures;
a) Descriptive data using frequencies and percentages.
b) Factor analysis for each communication factor.
c) Three different types of statistical tests were employed:
First, two independent sample t-tests, to detect the statistical differences between gender
along with the total score of communication satisfaction and the same procedure was conducted
to identify the statistical differences between teacher’s nationally along with the overall score of
communication satisfaction.
Second, a one-way Analysis of Variance test, ANOVA, was used to recognize the
statistical differences between the four levels of the independent variable, years of experience,
with the overall score of communication satisfaction. Moreover, the same test was employed to
explore the statistical differences between the six levels of another independent variable, school
district, with the total score of communication satisfaction.
Finally, a multiple regression test was utilized to examine which communication
satisfaction factors would be the best to predict organizational commitment. The predictor
variables would be communication satisfaction factors and the predicted variable would be
organizational commitment.
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The Variables
The dependent variables in this study were general score of communication satisfaction
with the eight school communication factors and organizational commitment.
The independent variables were; a) Gender which was divided into two levels: male,
female, b) Teacher’s Nationality which was divided into two level; Kuwaiti and non-Kuwaiti, c)
Teaching experience was divided into four levels: Less than 5 years, from 6 to 10 years, from 11
to 15, and 16 years or more, and d) School district was divided into six levels: Al-Asimah,
Hawalli, Al Fawaniyah, Al Jahra, Al Ahmadi, and Mubarak Al-Kabeer.
Research Questions
The research proposed to answer the following questions:
a) To what extent are secondary teachers in Kuwait satisfied with organizational
communication in their schools?
b) Is there a significant relationship in communication satisfaction between male and
female teachers in Kuwait?
c) Is there a significant relationship in communication satisfaction between Kuwaiti and
non-Kuwaiti teachers?
d) Is there a significant relationship in communication satisfaction with years of
experience?
e) Is there a significant relationship in communication satisfaction with teachers’ school
district?
f) What communication satisfaction factors predict organizational commitment?
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Null Hypotheses
H01. There is no significant relationship in communication satisfaction between male and
female teachers in the state of Kuwait.
H02. There is no significant relationship in communication satisfaction between Kuwaiti and
non-Kuwaiti teachers in the state of Kuwait.
H03. There is no significant relationship in communication satisfaction with teachers’ years
of experience in the state of Kuwait.
H04. There is no significant relationship in communication satisfaction with teachers’ school
district in the state of Kuwait.
H05. There is no significant predictive link between organizational commitment and any of
the communication satisfaction factors.
Limitations
a) This study observes only those variables of Communication Satisfaction
Questionnaire (CSQ) identified by Downs and Hazen (1977). Other factors of communication
satisfaction were not implied.
b) The author was interested in measuring an overall score of organizational
commitment. Further dimensions of commitment were not included.
c) This study was limited by the validity and reliability of the adjusted Communication
Satisfaction Questionnaire (CSQ) and Downs’s Commitment Scale.
Delimitations
This study centralized mainly on school communication and organizational commitment
among secondary teachers in selected schools at the six schools districts in Kuwait; Al-Asimah,
Hawalli, Al Fawaniyah, Al Jahra, Al Ahmadi, and Mubarak Al-Kabeer.
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Summary
Communication satisfaction of secondary teachers in Kuwait Public School System was
examined in this research. The main aims of the research was to explore the level of
communication satisfaction among secondary teachers, the relationship between teachers’
demographic factors and their communication satisfaction, and to detect which communication
satisfaction factors were the best to predict organizational commitment. Permission was granted
from Ministry of Education in the state of Kuwait to apply the Communication Satisfaction
Questionnaire (CSQ) and Downs’s Commitment Scale to a selected group of secondary
teachers.
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CHAPTER 4

Analysis of Data and Findings
The purpose of this chapter is to present the results of the study. The research questions
are reiterated and report the analysis of data for each of the five hypotheses.
Presentation of the Data. The characteristics of the sample are presented in the next section.
The sample. The data for this study was obtained from a total population of 9,309
secondary teachers in the state of Kuwait. There were 480 teachers selected from124 Kuwait
secondary schools during the school year of 2009-2010. A total of 465 teachers completed both
the Communication Satisfaction Questionnaire and Downs’s Commitment Scale. The chosen
teachers were from 24 schools of the 124 secondary schools in Kuwait. The sample represented
approximately 5% of the whole population. Almost 51% of the sample was male (n = 234)
while approximately 49% were female (n = 231). Nationality classification was coded
dichotomously as either Kuwaiti (n = 224) or non-Kuwaiti (n = 241).
Furthermore, subjects were asked to indicate age, years of experience, and school
district. Respondents’ ages ranged from 22 to 50 + years. Roughly 40% of the sample were 3039 years of age. Most of the respondents had experience of between 6 - 10 years (n = 126).
Finally, teachers counts were distributed according to school districts as following; Asemah (n =
80), Hawali (n = 79), Farwanyah (n = 78), Ahmadi (n = 76), Jahrah (n = 76), and Mobaruk
Alkabeer (n = 76). The descriptive results are shown in Table 1:
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Table 1
Distribution of Respondents by Demographics (N = 465)
Demographic

n

%

Gender
Male
Female

234
231

50.3
49.7

Nationality
Kuwaiti
Non-Kuwaiti

224
241

48.7
51.8

Age
20-29 years
30-39 years
40-49 years
50 and above

89
182
145
49

19.1
39.1
31.2
10.5

Years of Experience
below 1 year
1-5 years
6-10 years
11-15 years
16 and above

17
71
126
105
146

3.7
15.3
27.1
22.6
31.4

Years of Current School
below 1 year
1-5 years
6-10 years
11-15 years
16 and above

87
155
128
67
28

18.7
33.3
27.5
14.4
6.0

80
79
78
76
76
76

17.2
17.0
16.8
16.3
16.3
16.3

School District
Asemah
Hawali
Farwanyah
Ahmadi
Jahrah
Mobaruk Alkabeer
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Research questions and statistical data. Six major questions were proposed in this
study to explore school communication and its relationship to commitment among secondary
teachers in Kuwait.
School communication factors. The first research question investigated was that to
what extent are secondary teachers in Kuwait satisfied with school communication? The
researcher applied Communication Satisfaction Questionnaire to answer the question. The
questionnaire was designed to measure eight communication factors. For each factor, an overall
score was summed by calculating a general score for five items. Therefore, scores were scaled
from 5 - 35. Results analysis for the factors revealed that the mean scores ranged from
approximately 22 - 25. Findings are presented in Tables 2 and 3.
Table 2
Descriptive Statistics for each Communication Satisfaction Factor

Communication Factor

M

SD

Variance

Organizational perspective

22.04

6.42

41.29

Personal feedback

22.34

7.05

49.82

Organizational integration

23.20

6.34

40.25

Supervisor communication

24.54

6.96

48.51

Communication climate

22.90

6.58

43.40

Horizontal communication

24.76

5.89

34.74

Media quality

23.66

6.36

40.56

Comm. with subordinates

23.10

6.73

45.31

68
Table 3
Percentage Respondents of Communication Factors

Communication Factor

Satisfaction

Indifference

Dissatisfaction

Organizational perspective

39%

42%

19%

Personal feedback

43%

37%

20%

Organizational integration

51%

35%

14%

Supervisor communication

59%

28%

13%

Communication climate

45%

38%

17%

Horizontal communication

57%

34%

9%

Media quality

50%

37%

13%

Communication with subordinates

51%

33%

16%

Communication satisfaction and demographic variables. The five null hypotheses
are presented in the following sections.
Null hypothesis one. Null Hypothesis one (H01) was stated as follows: There is no
significant relationship in communication satisfaction between male and female secondary
teachers in Kuwait. H01 was analyzed by utilizing an independent sample t-test. The
independent variable was gender, which had two levels; male and female teachers and the
dependent variable was communication satisfaction. The test was not significant in
communication satisfaction for male (M = 193.7, SD = 43.8) and female teachers (M = 187.1,
SD = 44.8); t(463) = 1.61, p = .107. Therefore, it failed to rejected and concluded that there was
no difference between male and female teachers around their communication satisfaction. A
summary of the results is presented in Table 4.
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Null hypothesis two. Null Hypothesis two (H02) stated that there is no significant
relationship in communication satisfaction between Kuwaiti and non-Kuwaiti secondary
teachers in Kuwait.
The researcher used another t-test to compare communication satisfaction between the
two groups. Data analysis showed that the test was significant. In this case, we reject the null
hypothesis and concluded that there was a difference between Kuwaiti (M =185.4, SD= 46.8)
and Non-Kuwaiti teachers (M = 195.1, SD = 41.6), t(463) = - 2.35, p < .05. The results are
presented in Table 4.
Table 4
T-test Table: Communication Satisfaction Score by Gender and Nationality

Variable

M

t

p

Gender
Male
Female

193.7
187.7

1.61

.107

185.4
195.1

2.35

.019*

Nationality
Kuwaiti
Non-Kuwaiti
*p < .05.

Null hypothesis three. Null Hypothesis three (H03) stated there is no significant
relationship between communication satisfaction and teachers’ years of experience in Kuwait.
In order to detect whether a significant relationship exists between communication satisfaction
and teachers’ experience, a one-way between subjects ANOVA was employed. Data outputs
did not show a significant difference in the variable of years of experience for the four levels;
F(4, 460) = 2.02, p = .09. Thus, H03 could not be rejected. Complete results are presented in
Table 5.
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Null hypothesis four. Null Hypothesis Four (H04) stated there is no significant
relationship between communication satisfaction and school district in the state of Kuwait. H04
was analyzed using another one-way ANOVA. The outputs revealed that there was no
relationship between all the six levels of school district; F(5, 459) = 1.10, p = .35, and the
dependent variable. As a result, the null hypothesis was rejected and concluded that there was
no difference between teacher’s school district and their communication satisfaction. The
complete results are presented in Table 5.
Table 5
ANOVA Table: Communication Satisfaction Scores by Experience and School District

Source

SS

df

15848.73

4

3962.18

Within
Groups

900818.33

460

1958.30

Total

916667.06

464

School District
Between
Groups

10920.79

5

2184.15

Within
Groups

905746.26

459

1973.30

916667.06

464

Teacher’s Experience
Between
Groups

Total
*p < .05.

MS

F

P

2.02

.09

1.10

.35

Null Hypothesis Five. Null Hypothesis Five (H05) stated there is no significant
predictive link between organizational commitment and any of the communication satisfaction
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factors. In order to explore this hypothesis, a forced entry multiple regression analysis was
performed to assess which of the eight communication satisfaction factors are predictive of
organizational commitment. The overall regression model was statistically significant ( F( 8,
456) = 135.72, p < .05, R = .83). Therefore, the null hypothesis was not rejected and concluded
that there was a significant predictive link between organizational commitment and all of the
school communication factors. The model also showed that the best predictors of organizational
commitment were, successively, supervisor communication, t(456) = 5.76, p < .05, b = .58,
media quality, t(456) = 3.90, p < .05, b = .45, horizontal communication, t(456) = 2.75, p < .05,
b = .31, and communication with subordinates, t(456) = 4.23, p < .05, b = .28. Complete results
are presented in Tables 6 and 7. Finally, it is notable to mention that the regression analysis
revealed an obvious and strong predictable relationship between general score of
communication satisfaction, t(463) = 31.22, p < .05, b = .28, and organizational commitment.
Table 6
Model Summary of the Forced Entry Multiple Regression Analysis

Model

R

R2

Adjusted R 2

Std. Error of Estimate

1
.84a
.70
.69
7.09
Note. a. Predictors: (Constant), communication with subordinates, organizational perspective,
horizontal communication, supervisor communication, organizational integration, personal
feedback, media quality, communication climate
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Table 7
Multiple Regression Analysis Using Organizational Commitment as Dependent Variable

t

P

Predictor

B

SE B

β

(Constant)

.209

1.52

.20

.137

.891

Organizational Integration

-.007

.10

-.00

-.063

.950

Organizational Perspective

.120

.10

.12

1.129

.259

Personal Feedback

.127

.10

.12

1.240

.216

Media Quality

.453

.11

.45

3.899

.000*

Communication
Climate

.006

.12

.00

.048

.962

Horizontal
Communication

.312

.11

.31

2.756

.006*

Supervisor
Communication

.582

.10

.58

5.761

.000*

.28

4.233

.000*

Communication with
Subordinates
.285
.06
2
2
Note. R = .70 for Model. Adjusted R = .69. df = 456.
* p < .05.
Summary

In conclusion, statistical treatment and data analysis were utilized to test null hypotheses.
Based on the results analysis, H01, H03, and H04 were accepted. However, the rejected null
hypotheses were H02 and H05. A t-test analysis revealed that there was no obvious difference
between male and female teachers in their communication satisfaction. On the other hand, t-test
analysis found a significant difference between Kuwaiti and Non-Kuwaiti teachers. Moreover, a

73
one-way ANOVA test did not show a significant relationship communication satisfaction, and
both independent variables; years of experience, and school district. Finally, a multiple
regression analysis exposed that the following communication factors were the best to predict
commitment; supervisor communication, media quality, horizontal communication, and
communication with subordinates in addition to a strong predictable relationship between
communication satisfaction and commitment. Chapter 5 presents the conclusions, discussion,
and implications for future research.
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CHAPTER 5

Conclusions, Discussion, and Implications
The objectives of this chapter are to summarize the key findings of the study, to discuss
the results and implications, and to make recommendations for further research in the field of
educational leadership and communication satisfaction.
Furthermore, the main purposes of the study were to examine the level of satisfaction
with school communication, to investigate the relationship between communication satisfaction
and demographic variables, and to discover the relationship between school communication
factors and organizational commitment. The instruments applied in this research were the
Communication Satisfaction Questionnaire (CSQ) and Downs’s Commitment Scale (C. W.
Downs, personal communication, May 22, 2009). Data for this study was collected from 465
secondary teachers who successfully completed both instruments. The sample represents 5% of
the entire population, which was a total of 9,309 secondary teachers. The hypotheses on which
the study builds:
H01. There is no significant relationship in communication satisfaction between male
and female teachers in the state of Kuwait.
H02. There is no significant relationship in communication satisfaction between Kuwaiti
and non-Kuwaiti teachers in the state of Kuwait.
H03. There is no significant relationship in communication satisfaction with teachers’
years of experience in the state of Kuwait.
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H04. There is no significant relationship in communication satisfaction with teachers’
school district in the state of Kuwait.
H05. There is no significant predictive link between organizational commitment and any
of the communication satisfaction factors.
Discussion of Results
Overall communication satisfaction. In investigating the overall level of
communication satisfaction among secondary teachers in the study, the researcher found that the
majority of the sample, more than 52%, were satisfied; almost 39% of the respondents were
indifferent; and approximately 9% of the sample were dissatisfied with the school
communication system. The percentages of responses for all of the factors were higher in the
satisfaction category with one exception, which was the general organizational perspective. In
following, the communication factors were ordered according to their percentages starting with
the highest. The results reconciled with several studies like Verona (1996), Nicholson (1980),
and Sadik et al. (2003).
Supervisor communication. This factor measured both upward and downward
communication with superiors. It measures how open the school managers are to novel ideas
and the extent that they inform their subordinates concerning new school developments. A total
of 59% of the teachers were satisfied with their school’s communication system. The
percentage was the highest among all communication factors. This percentage showed that
secondary school teachers in Kuwait tended to have a positive view of communication with
school managers.
Horizontal communication. Horizontal communication measures teachers view about
communication with their colleagues and informal communication. The results revealed that
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almost 57% of the sample was satisfied with their coworkers and informal communication
within the school system.
Organizational integration and communication with subordinates. Here, both
factors had identical percentages which were 51%. The first factor was related to the
information that teachers received about school or departmental systems, policies, and plans.
However, in terms of the second factor, it is important to mention that this factor was adapted to
reflect the communication flow between teachers and their students. The subordinates in this
study represented the secondary students. According to the findings, most secondary teachers
harmonized with both factors.
Media quality. This factor indicates the extent to which meetings are well organized
with, written directives being short and clear. The study designated that half of the participants
believed that their schools did not have a good media system.
Communication climate. Communication climate in schools represents two levels: the
school and personal level. The school level reflects the general communication environment
such as to what degree the communication system motivates school teachers to accomplish
school objectives. Personal level is related to the ability of school personnel to communicate
effectively with one another. Participants showed a 45% satisfaction with this factor.
Personal feedback. The items of this factor are concerned with the information about
how the teacher is evaluated and how performance is valued. Satisfaction percentage for this
factor was 43%.
General organizational perspective. This factor was designed to measure some
communication aspects such as notification of change and information about the financial
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standing of the school. The satisfaction percentage for this factor, almost 39 %, was the lowest
among the eight factors.
Communication Satisfaction Differences between Males and Females
The findings suggested that there was no significant relationship between male and
female teachers towards communication systems in their schools. Here, we should ask
ourselves why the teachers’ perspective for both genders was identical. The researcher believes
that there are certain elements which may explain this outlook. One of the elements is
educational administration system in Kuwait itself. The system has a number of organizational
drawbacks. For example, it is an extremely centralized structure and most of the authority in the
hand of the uppermost management represented by the Ministry of Education. Furthermore, the
system operates under a very restrictive bureaucracy. Moreover, many observers in Kuwait
suppose that the MEO communicates with secondary schools as one lump, regardless of the
gender, therefore, they are not excluded from this groundwork. Under these circumstances and
because the schools are ruled by the same upper administration, communication systems in most
male and female schools tend to have comparable characteristics. Subsequently, it is natural to
find similar or sometimes identical perspectives among secondary male and female teachers.
On the other hand, the findings were consonant with the study of Sadik et al. (2003) which was
the only study that focused on communication satisfaction in the whole Arabic world. The
researchers found no significant relationship between male and female principals in their
communication satisfaction in the state of Qatar.
Communication Satisfaction Differences between Kuwaitis and Non-Kuwaitis
Data analysis indicated that there was a significant difference in communication
satisfaction between Kuwaiti and Non-Kuwaiti teachers. The Non-Kuwaiti teachers were more
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satisfied than the Kuwaitis in terms of communication systems within their schools. This
research suggests that the reason that nationality makes a difference is that it may be associated
with the personal perspective of each group. This perspective is represented by the needs and
expectations from teachers toward school administration, coworkers, and students. Each teacher
has certain obligations which have to be fulfilled and as well he/she possesses rights that must
be obtained. Once these fundamentals are met through communication, the Non-Kuwaiti
teachers would tend to feel satisfied with communication system. The communication aptitude
for a Non-Kuwaiti teacher is defined only by the professional framework. On the other hand,
Kuwaitis expectations from mentioned school components exceed the boundaries of
professional framework to a deep socialized relationship interspersed with some kind of
sophisticated friendship and partnership. Therefore, when Kuwaiti teachers sense that school
communication contributes to form those sorts of relationships, he or she would be satisfied with
the system and vice versa.
Communication Satisfaction with Experience
The results show that there was no significant relationship in communication satisfaction
with the variable of experience. Maybe it is logical that teachers who have long-term
experience would be satisfied more than other groups. Conversely, the results demonstrated that
experience has almost no influence on teachers’ perspective towards communication systems.
The researcher attributes that most secondary teachers, irrespective of their years of experience,
are still utilizing the same traditional communication styles that have been used for decades.
More to the point, some specialists alleged that current school leaders in Kuwait are applying
similar communicational techniques which have been practiced in the 1980s. Nevertheless,
these outcomes were contradicted with the study of Sadik et al. (2003). In fact, their results
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indicated that there was a significant relationship between school principals’ communication
satisfaction and their years of experience.
Communication Satisfaction with School District
The outcomes indicated that there was no significant relationship in communication
satisfaction with a teacher’s school district. The outcomes can be explained by the following
reasons:
a) As the researcher stated before, the six school districts in Kuwait are controlled by a
single administration which is the Ministry of Education. Therefore, it coordinates the work of
all the teachers in addition to regulating the communication system in both levels; within and
between school districts.
b) The Ministry has a main center specified for providing different courses in professional
development, including communication proficiency for leaders and teachers. The problem with
these courses is that every teacher, regardless of his/her school district, is educated with the
same materials. Kuwait is a small country and has its own distinctive culture, but that does not
mean it does not have several small subcultures. Each district has its individual sub culture, thus
it is not rational to focus on one type of communication and expect it to be valid for six cultures.
c) Occasionally, principals encourage their teacher to communicate with teachers in other
school districts through exchanging ideas, frequent meetings, and mutual visits. These activities
create a common consciousness and shared vision around the educational system in Kuwait
including the communication system in schools.
Predicting Organizational Commitment
The results of the regression analysis pointed out that supervisor communication, media
quality, horizontal communication, and communication with subordinates were the factors that
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appeared as significant predictors of the organizational commitment. Here, the researcher found
several interesting points. First, supervisor communication was the most predictive of
commitment. This outcome is identical to the study of Downs et al. (1995) which had been
done in different cultures such as: the United Sates, Guatemala, and Australia. The researchers
found that the “relationship with the supervisor was the most frequent predictor of
organizational commitment and it tended to be significant across all cultures” (p. 7).
Second, this study concluded that the second predictor was media quality. This result
conflicted with other cultures, because this factor had not been even significant across all stated
countries. The researcher believes this contradiction may attribute to the fact that modern and
contemporary communication technology in Kuwaiti schools is extremely limited. Most school
departments do not have Internet, or even computers. Therefore, it is highly expected that
teachers in Kuwait tend to deal with the factor as an important priority. The third factor was
horizontal communication and it is similar to two cultures; the United States and Guatemala.
Finally, communication with subordinates was the fourth factor that predicted
commitment. This finding was unique in relation to other countries in Downs et al. (1995)
study. The predictive relationship between communications with subordinates and commitment
existed only in Kuwaiti culture. It can be explained by a personal experience from the
researcher. When he teaches and feels he is not satisfied with a certain class, he leaves it with
negative feelings that last until the next morning. However, the researcher assumes that if this
situation occurs more frequently, teacher’s general satisfaction and commitment would be
seriously affected.
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Implications
Based on the results, principals need to take into consideration the Kuwaiti and nonKuwaiti teachers’ attitudes toward school communication. Usually, non-Kuwaiti teachers do not
adapt easily to the Kuwaiti culture and more than a few of them spend years without any notable
results. The researcher has worked side by side with non-Kuwaiti teachers and witnessed that
the continuance of the state of non-adaptation led several teachers to a depression or to profound
homesickness which have affect on their proficiency and commitment (Verschuur, EurelingsBontekoe, & Spinhoven, 2004). Easing this state requires arming teachers with the needed
knowledge to totally accept and coexist with the culture. This knowledge can be delivered
through numerous methods. One of these methods is through active, open, and mutual
communication between non-Kuwaiti teachers and all stakeholders.
More to the point, principals need to revise their current communication methods toward
each group in addition to implementing the desirable means of communication for each group,
in order to acquire an effective communication outcome which eventually will benefit the whole
process of school communication. As well, it is worth noticing that all principals in state-funded
schools in Kuwait are Kuwaiti nationality, who annually evaluate all teachers in their school.
Kuwait principals and non-Kuwaiti teachers came from different backgrounds, thus their
attitudes toward communication satisfaction also are dissimilar. This kind of confusion could
negatively affect the accuracy of the evaluations especially in the level of communication
satisfaction among non-Kuwaiti teachers. Kuwaiti principals should be conscious of this
dilemma and invent new communication tools to reduce it.
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Finally, educational policies in schools, which are set by high administration committees
in the Ministry of Education in the state of Kuwait, require considering the effective
communication methods that accord with the expectations of each group of teachers.
Recommendations
The following recommendations are suggested for utilization of this study and for further
research in both areas communication satisfaction and organizational commitment.
1. Promoting teachers’ communication satisfaction and skills by planning effective school
workshops such as communication techniques, conflict management, dealing with coworkers
and communicating with difficult students. It is preferred that specialists who deliver these
workshops belong to the same school or, at least, to the same school district, because as the
researcher stated before that each school district in Kuwait possesses its individual culture
(Czech, 2007; De Nobile & McCormick, 2008; Downs & Hazen, 1977; Ehlers, 2003; Sadik et
al., 2003).
2. School administration should improve the routine relationship, particularly with
professional staff. The upgraded relationship should be based on several elements like; a
developed friendship, continual recognition, and mutual respect, but not established on doubt,
suspicion, or mistrust (Arlestig, 2007b; Hoy & Miskel, 2008).
3. Teachers should have the opportunity to contribute and take part in the school decisionmaking procedure, especially with the decisions that have a direct influence on their occupation:
for example, organizing the school schedule, the ideal teaching style, and a school financial
plan. With this contribution, teachers would feel that they are a fundamental component of the
school and that would produce a supportive impact upon their communication satisfaction and
consequently on their commitment (Gizir & Simsek, 2005).
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4. Ministry managers, districts superintendents, school principals, and teachers should
develop and utilize effective communication skills when they deal with stakeholders (Günbayi,
2007).
5. Creating a positive communication climate within the school. It may help to make a
fertile environment which would promote students achievements and accomplishments. This
kind of climate is extremely important; however, it is hard to construct in absence of an actual
collective effort from all school human components (Harris & Lowery, 2002; Luneburg & Irby,
2008; Smith 2001; Summerville, 2000).
6. New teachers should be given attention from educational leaders and from their coworkers more than other groups. In the beginning of each school year, it is favored that schools
propose a professional and instructive program which focuses on how to deal efficiently with all
eight aspects of school communication (Chun-Fang et al., 2008).
7. Each district or school should suggest a professional development workshop specifically
for non-Kuwaiti teachers to show them how to communicate and adapt to the Kuwaiti culture
included principals, teachers, parents and students.
8. Finally, the researcher suggests that the subject of school communication should be
researched in depth in Arabic countries by conducting more studies that focus on school
communication or communication satisfaction from different perspectives such as school
managers, administrative staff, parents, or even students themselves. This should be researched
in elementary, middle, and secondary levels. In addition, the prospected studies may examine
whether there would be a predictable relationship between communication satisfaction and other
organizational behaviors such as; leadership effectiveness, performance appraisal, decisionmaking process, and school culture.
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APPENDIX C: INVITATION TO PARTICIPATE

Indiana State
University

January 25, 2010
Communication Satisfaction and Its Relationship to Organizational Commitment
Dear Respondent,
You are being invited to participate in a research study about communication satisfaction.
satisfaction This
study is being conducted by Ahmad Alanezi and Dr. Robert Boyd
Boyd,, from the department of
educational leadership, administration and foundations at Indiana State University. The study is
being conducted as part of a dissertation.
There are no known risks if you decide to participate in this research study. There are no costs to
you for participating in the study. The information you provide will understand how best to
satisfy the needs of schools and the needs of teachers in terms of communication. The
questionnaire will take about 5-10
10 minutes to complete.
Your confidentiality is preserved. No one will be able to identify you, nor will anyone be able to
determine which school you work for excluding the researcher. Nothing you say on the
questionnaire will in any way influence your present or future employment with your school.
The Institutional Review Board may inspect these records. Should the data be published, no
individual information will be disclosed.
Your participation in this study is voluntary. I hope you will take a few minutes to complete this
questionnaire. Without the help of people like you, research on employees could not be
conducted. Your participation
tion is voluntary and there is no penalty if you do not participate.
If you have any questions concerns about completing the questionnaire or about participating in
this study,, please contact me at 0018122361355 or at alanzi_ku@hotmail.com or Dr. Boyd at
rboyd3@indstate.edu. If you have any questions about your rights as a research subject or if you
feel you’ve been placed at risk, you may contact the Indiana State Universi
University
ty Institutional
Review Board (IRB) by mail at Indiana State University, Office of Sponsored Programs, Terre
Haute, IN, 47809, by phone at (812) 237-8217, or by e-mail at irb@indstate.edu.
irb@indstate.edu
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Sincerely,
Ahmad Alanezi
Department of Educational Leadership,
Administration and Foundations
Indiana State University
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APPENDIX D: COMMUNICATION SATISFACTION QUESTIONNAIRE

1. How satisfied are you with your job? (Check one)
a) Very dissatisfied
b) Dissatisfied
c) Somewhat dissatisfied
d) Indifferent
e) Somewhat satisfied
f) Satisfied
g) Very Satisfied
2. In the past 6 months, what has happened to your level of satisfaction? (Check one)
a) Stayed the same
b) Gone up
c) Gone down
3. If the communication associated with your job could be changed in any way to make you
more satisfied, please indicate how: --------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------A. Listed below are several kinds of information often associated with a person’s job. Please
indicate how satisfied you are with the amount and/or quality of each kind of information
by circling the appropriate number at the right.
1 = Very dissatisfied 2 = Dissatisfied 3 = Somewhat dissatisfied 4 = Indifferent
5 = Somewhat satisfied 6 = Satisfied 7 = Very satisfied
4. Information about my progress in my job.

1234567

5. Personnel news.

1234567

6. Information about organizational policies and goals.

1234567

7. Information about how my job compares with others.

1234567

8. Information about how I am being judged.

1234567

9. Recognition of my efforts.

1234567
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10. Information about departmental policies and goals.

1234567

11. Information about the requirements of my job.

1234567

12. Information about government action affecting my
organization.

1234567

13. Information about changes in our organization.

1234567

14. Reports on how problems in my job are being handled.

1234567

15. Information about benefits and pay.

1234567

16. Information about our organization’s financial
standing.

1234567

17. Information about accomplishments and/or
failures of the organization.

1234567

B. Please indicate how satisfied you are with the following by circling the appropriate number
at the right.
18. Extent to which my supervisors understand
the problems faced by subordinates.

1234567

19. Extent to which the organization’s communication motivates
an enthusiasm for meeting its goals.

1234567

20. Extent to which my supervisor listens and pays
attention to me.

1234567

21. Extent to which the people in my organization have great ability
as communicators.
1234567
22. Extent to which my supervisor offers guidance
for solving job related problems.

1234567

23. Extent to which the organization’s communication makes
me identify with it or feel a vital part of it.

1234567

24. Extent to which the organization’s communication are
interesting and helpful.

1234567

25. Extent to which my supervisor trusts me.

1234567
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26. Extent to which I receive in time the information
needed to do my job.

1234567

27. Extent to which conflicts are handled appropriately
through proper communication channels.

1234567

28. Extent to which the grapevine is active in
our organization.

1234567

29. Extent to which my supervisor is open to ideas.

1234567

30. Extent to which horizontal communication with other organizational members is accurate
and free flowing.
1234567
31. Extent to which communication practices are
adaptable to emergencies.

1234567

32. Extent to which my work group is compatible.

1234567

33. Extent to which our meetings are well organized.

1234567

34. Extent to which the amount of supervision given
me is about right.

1234567

35. Extent to which written directives and reports
are clear and concise.

1234567

36. Extent to which the attitudes toward communication
at the organization are basically healthy.

1234567

37. Extent to which informal communication is
active and accurate.

1234567

38. Extent to which the amount of communication
In the organization is about right.

1234567

C. For the next five questions, indicate your satisfaction with the following only if you are
responsible for staff as a manger or supervisor.
39. Extent to which my subordinates are responsive to
downward directive communication.

1234567

40. Extent to which my subordinates anticipate
my needs for information.

1234567
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41. Extent to which I do not have a communication
overload.

1234567

42. Extent to which my subordinates are receptive to evaluations,
suggestions and criticisms.

1234567

43. Extent to which my subordinates feel responsible for
initiating accurate upward communication.

1234567

Note: It is copyrighted the author, Dr. Downs, and may not be reproduced without permission.
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APPENDIX E: DOWNS COMMITMENT SCALE
1. (Organization) offers me opportunities to grow.

1234567

2. I am committed to (my organization), not just the work I do.

1234567

3. (Organization) commands myloyalty, and I hope to stay.

1234567

4. I identify strongly with (organization) and
I am happy to tell others about it.

1234567

5. In my work I feel very involved in my organization.

1234567

6. (Organization) makes me feel successful in my work.

1234567

7. My commitment to my organization is
reciprocated with commitment to me.

1234567

8. The organization recognizes my work and rewards me fairly.

1234567

9. My organization offers me job security.

1234567

Note: It is copyrighted by the author, Dr. Downs, and may not be reproduced without
permission.
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%& .28ى &'"%ة ا\?]'\ت ا%ر  !@ #أ_ Z@  a,ء 2ي & :ا%ر.
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%& .29ى ?ا] "#ي ا'"%ة وا # RYا\?]'\ت ا%ر.
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%& .30ى %& )Vا%ر b #
1

%& .31ى  !" ]2ا!&'ت ا أ5 '-@'2داء & #  -ا cIا '.J
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%& .32ى ا'& Dا ' +& Jا Zا"'ت &FG :ل ا) ات ا\?]' ا '.
2 1

%& .33ى  !"'#اا !" D1اى ا # ]Yا%ر.

111
1

2

3

4

5

6

7

%& .34ى ?) %& Dا%ر '8#dر.
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%& .35ى ا'ب ود Iا\?]'\ت  :,ز&Fء ا #  -ا%ر.
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%& .36ى  !"'#ا\?]'\ت  '2 #ا*ارئ.

%& .37ى ا\ 'م  :,ز& # HFا)..
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%& .38ى ?  .hا@'"'ت ا)..

%& .39ى & ' ا_Qاف اQداري اNي أآ!%) 0, iرا?.
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%& .40ى وBح ا@'-ت وا)'ر ا.,8

%& .41ى إ ' ,ا? 'ه'ت ا! ( :ا\?]'ل  #ا%ر.
2 1

3

4

5

6

7

2 1

3

4

5

6

7

%& .42ى  !"'#ا\?]'\ت  ا.
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%& .43ى ا"'ر آ ا\?]'ل  #ا%ر & ''.
2 1
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ج !Od  ', .ا'%& i1 ,ى ر'Bك " :ا?]' & +ا*Fب أو ا*''ت  #ا:D]3
 .44ا ' ,ا*Fب  /ا*''ت @'-ت ا! / .ا!.
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 +I? .45ا*Fب \'&!! @'2ت ا!) '',دة ا!.
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 .46ا)%رة "! ?  Jا#Qاط  #ا\?]'ل & +ا*Fب  /ا*''ت.

 D)? .47ا*Fب  /ا*''ت !) .وا ).%
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7
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4

_ .48ر ا*Fب  /ا*''ت W',و إزاء ا!&'ت ا Zودون  '-,ا! / .ا!.
5 4 3 2 1

6

7

د @ .ا'_Qرة إ &%ى ر'Bك " :ا د ا' ا!) Z\',ام ا%ر &FG :ل و +BداHة
2ل ا .Iا ' Jآ' !:
 .49ا%ر ?)%م  .*! 'ً1#
2 1

.50أ' &!% nر و
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 >)#إ "! اNي أIم .0,
2 1

% .51ي و\ء %ر وأ?  أن أ.),
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.52أ' &  %& +& .ر و #ر %(',ث " .'-
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 .53أ_ أ  &?> @ً%ا %,ر.
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%&.54ر ?(' ! Z3ح .!" #
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 .55اZا& %,ر )' 0!,اZامٌ & :ا%ر (ي.
1

2

3

4

5

6

7

'" Dدل.
.56ا%ر%)? 0ر @-دي و?ٍ 8Y,  O#'8
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%& .57ر ?  #ا'&5ن ا.3q
2 1
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 :& .rو@h -ك ,آ *? :8 iا\?]'ل  #ا%ر  U] s(,أآ  # !"'#ر +#ا 'Bا 3qوز'دة ا\Zام
ا%ر ؟
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