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ABSTRACT

The basic purpose of the study was to determine the
relationship, if any, between the satisfaction with role and the
satisfaction with communications felt by presidents, staff members,
and students in post-secondary institutions in Alberta. Six post~
secondary institutions were selected for the study; the group
included two junior colleges, two agricultural-vocational colleges,

and two institutes of technology.

The main hypotheses suggested that satisfaction with role
was significantly and positively related to overall satisfaction with
communications. Each correlation was found to be positive and

significant.

Related hypotheses examined the degree to which satisfaction
with role correlated with satisfaction with communications among certain
groups. Significant and positive correlaticns were found between the
role satisfaction of the president and nis satisfaction with comzuni-~
cations with groups within and outside the college. Significant
correlations were found between staff role satisfaction andé staff
satisfaction with cozmunications with groups within the collece.

Student role satisfaction was significantly correlated only with

satisfaction with communications with other students.

The Questionnaires were administered to five gresidents, £ifty

taff mexzbers, and eichty-two students. These participants also



completed an average of sixteen Communication Record@ Forms each.

The Questionnaires were designed@ to measure role satisfaction
and the Communication Record Forms were designed to assess satisfaction
with communications as well as to determine communication patterns and

preferences.

Factor analyses of .the Questionnaires identified certain
factors of role satisfaction. The scores on these factors were
correlated with communication satisfaction scores for presidents, staff
members and students. Significant and positive correlations were found

between the factor concerninc coworkers and communication satisfaction.

Analyses of the Communication Record Form indicated that
preferred and most frecuent communications were oral, informal, and

self-initiated by all groups of presidents, staff members and students.
Y S E

The findings of this research support the contention that

communication satisfaction is an important cimension in role satisfaction.

(v)
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CHAPTER I

DISCUSSION OF THE PROBLEM

Communication among individuals and groups is basic to all
the cuitures of the world. The development of cooperative societies
is a direct result of the transmission and reception of ideas among
men. From Man's earliest vague utterances to his present complex
electronic systems, societal advancement has been largely regulated
by his ability to exchange information. Oral and gestural face-to-
face communication systems were found to be insufficient vehicles for
the dissemination of information to large numbers of people. Pictorial
depictions, the printing press, telephone systems, and radio and.
television networks evolved as mass and long-distance communications

media.

Man, as an intelligent social being, has a need to understand
others in his society and a need to communicate his own thoughts to
others. Generally, he is dependent upon accepted communication systems
to feel that he is a part of society. If communication transmission
or reception is disturbed, interrupted, or otherwise unsatisfactory, the
individual may feel a sense of isolation from his society. Conversely,
satisfactory cemmunication may lead the individual to experience a
greater sense of identity with his society. Satisfaction with
cozmunications may affect the individual's sense of belonging to society,
and his personal satisfaction with his role in society as an accegpted,

contridbuting, and respected mexber, with an influence on the wvery



structure of society.

The inseparability and interdependence of the communications,
the structure, and the roles within a social system have been pointed
out by various researchers; Herzberg, Mausner ané Snyderman stated:

... & group can be viewed as having structure or form.
This structure is dependent upon the nature of
communication among its members and also on the lines
of influence.!
Thayer supports their view:
Communication may be conceived of as the dynamic process
underlying the existence, growth, change, the behavior of
all living systems -- individual or organization.2
Biddle, in the report of a study on group dynamics, stated:
... @ social system may be thought of as involving two
subsystems, those of role expectations and communication. 3

An educational institution, such as a junior college, is a
social organization with its own communication systems among the
individuals within its boundaries and with its relevant environment.
Barriers to satisfactory communications in the junior college may
adversely affect the educational effectiveness of the college, the

morale, the climate and the general satisfaction with role of those

within the collecge.

. Mausner and B. Snycderman, The Motivation ¢
ey, 1959, p. 9.

. Eerzberc, 2
'v‘Y

wWork. New York: Joan wi

2L. Thayer, Ccomunicaticon ané Cermunicaticon Systems.
Homewood, Illinrois: Irwin, 1268, p. 17.

- Thcaas (eds.), Role Theory: Concests
onn wiley, 1966, p. 150.
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This study examined the relationship between the satisfaction

felt with communications and the satisfaction felt with their roles in
the post-secondary institution, by the presidents, the staff, and the

students.

I. THE PROBLEM

An individual may have a variety of perceived reasons for
satisfaction or dissatisfaction with his occupation and factors that
are integral parts of that occupation such as (a) Eontent of work,

(b) direct supervision, (c) organizatioﬁ and management, (d) oppor-
tunities for advancement, (e) wages and other benefits, (f) coworkers
and peers, (g) conditions of work, and (h) communications. This
study was primarily concerned with the relationship between

occcupational satisfaction and communication satisfaction.

Statement gg_the Problem

The problem that is basic to the study may be expressed as
a guestion: to what extent is there a relationship between role
satisfaction and comrmnication satisfaction as experienced by the
presidents, the staff, ané the students in post-secondary institutions

in Alberta?

Related sub-prcdblems. The major sub-problems of the study

may also be expressed as cuestions:
1. To what extent is there a relationship between the role
satisfaction of the president of the post-secondary instituticn and

his satisfaction with cocmumicaticons with (a) the stafs,



(b) the students, and (c) the community?

2. To what extent is there a relationship between the role
satisfaction of the staf£ of the post-secondary institution and
satisfaction with communications with (a) other staff members,

(b} the presidenf, (c) the students, and (d) the community?

3. To what extent is there a relationship between the role
satisfaction of the students of the post-secondary institution and
their satisfaction with communications with (a) other students,

(b) the staff, (c) the president, and (d) the community?

II. HYPOTHESES

The hypotheses that were tested in the study derived directly

from the stated problems.

Hypothesis One

Role satisfaction of presidents, staff, and students in the
post-secondary institutions, as measured by the Role Satisfaction Form
(Questionnaire), is positively correlated with satisfaction felt with
communications in the post-secondary institution, as. measured by the

Communication Record Fomm.

Hypothesis Two

Role satisfaction of the president of the post-secondary
institution, as measured by the Role Satisfaction Form (President
Questionnaire), is pesitively correlated with his satisfaction felt
v;th communications in the post-secondary institution, as measured by

thc Cozmmunication Record Form.



Hypothesis Three

Role satisfaction of the staff of the post-secondary
institution, as measured by the Role Satisfaction Form (Staff
Questionnaire), is positively correlated with the satisfaction felt
with communications in the post-secondary institution, as measured by

the Communication Record Form.

Hypothesis Foux

Role satisfaction of the students of the post-secondary
institution, as measured by the Role Satisfaction Form (Student
Questionnaire), is positively correlated with the satisfaction felt
with communications in the post-secondary institution, as measured by

the Communication Record Form.

Related Hypotheses

The foregoing were the four main hypotheses of the study.
However, it was anticipated that communications between certain groups
and the satisfaction felt with those communications would correlate
positively with role satisfaction. The following groups were used in
the testing of the related hypotheses:

1. President and Staff

2. President and Stucents

3. Presicdent and Commmunity

T 4. Staff and Staff

5. Staff and Stucents



9. Students and Staff
10. Students and President

11. Students and Community

Importance of the Study

Many studies have been conducted in the examination of
communications systems. Other studies have explored areas that cause
job satisfaction, such as organizational climate, staff morale, and
leader behavior. Factors that cause job satisfaction or dissatisfaction
are unquestionably worthy of research, since such analyses may result
in recommendations for more effective administrative practices in order
to achieve higher productivity or greater internalization of
organizational goals. Very little research has been conducted into the
question of intra-organizational communication satisfaction and its
relationship to role satisfaction. Since communication is such a
necessary part of the functioning of any social system, the present
study is important in attempting to estadblish the existence of the

communication/role satisfaction relationship.

III. ORGANIZATICN OF THE THESIS

The first chapter has outlined the nature of the problem,

basic and related hypotheses, ané the importance of the stucy.

Chapter II contains a discussicn of the theoretical frame-
work of the study which is based on role theory and communication

theory. Chapter III is concermed with tle research design followed

by the analysis of the data in Chapter IV.



Chapter Vv, the final chapter, is devoted to a summary,

conclusions, and implications based upon the study.
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CHAPTER II1

THBEORETICAL FRAMEWORX

I. ROLE THEORY

Role theory attempts to conceptualize human conduct at a
camplex level. It is an interdisciplinary theory in that its
variables are drawn from studies of culture (anthropology), society
(sociology), and personality (psychology). Sarbin stated:

The broad conceptual units of the theory axe ‘role’,
the unit of culture; ‘'position', the unit of
society; and ‘'self’, the unit of personality.1

Role theory has been used as a basis for research in many
different fields, especially those concerned with social systems and
educational organizations. Gross, Mason, and McEachern reported a
series of studies from Harvard on role and expectations. Their
stated goal was to “"forge a closer link between theoretical and

empirical analyses concerned with the study of roles."?

Chase reported a number of role stucdies in education and

concluded that:

lp. Sarbin, "Role Theory™ in Handoock of Social Psycholocy,
G. Lindzey (ed.), Casbridge: Addison-vwesley, 1254, p. 223.

2N, Gross, W. Mason, anéd A. M
Role Aanalvsis: tedies of the School £
New York: John wiley, 1953, o. 3.

cEachern, ZIxwnloraticns in

- .
voerintendency Fole.
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The administrator needs accurate information regarding the

teacher's expectations as to what functions should be

carried out by the school, who should carry out the

particular functions, and how the person or persons should

perform these functions.?
Chase's argument need not be restricted to administrators: the
administrators, the students, and the teachers are more likely to
achieve the aims of the institution if agreement can be reached on
role expectations. Reeves, Melsness and Cheal support this view
although they have the teacher in mind primarily when they write:

... the administrator alone cannot define a role.

Neither can he define activities without reference

to those concerned. However, he can hold expectations

for each role... The school board, the super-

intendent, the parents, and the pupils all have

expectations of the teacher... these taken together

will constitute the role the teacher is expected to

fulfil.®

The experienced administrator considers the various

expectations held by different groups when outlining the general
plan of activities that he anticipates may lead to the achievement
of the goals of the institution. However, the complexities of the
factors that influence the role behavior of each incumbent may cause
"reconsideration and readjustment of institutional goals."S Reeves
et al. mention seven factors that they consider should be taken into

account by the administrator when assessing his staff ané the

institution he administers:

3

F. Chase, "How to Meet Teachers' EIxpectations of Leadership,”
Administrators' Noteboox. I, 2, (April 1854), p. 1.

A. Reeves, H. Melsness, ancd

S . o by
Acainistration: The Role of the Teacher. Toronto: Mac¥il

5a. Reeves, et a2l., op. cit., o. 24.
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(2) the way in which the person himself defines his role,
(b) the way in which he believes others define his role,
(c) his personality,
(d) his competencies,
(e) situational factors and physical limitations,
(f) his incentives and rewards,

and (g) his age and physical condition.

Getzels and Guba developed a conceptual model for the
analysis of social systems. They suggested two dimensions which must
be considered: (a) the nomothetic dimension which concerns the roles
and expectations that will fulfil the goals of the institution; and
(b) the ideographic dimension which concerns the personalities and
need-dispositions of the individuals within the system.6 The Getzels
and Guba model has been useful to researchers of social systems. It

may be represented diagrammatically:

NOMOTEETIC DIMENSION

., Institution — Role - Expectations
/ s i
Social Observed
System ] Behavior
v /
Iindividual —- Personality — Neceé Dispositions

IDIOGRAPHIC DIMENSICON

0
13
14
[

Figure 1. Getzels ané Guba Social Systen !
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Getzels and Guba postulated that the behavior of individuals
within the system is a function of the role and personality dimensions,
that is, the nomothetic and idiographic dimensions. The social
system expresses the culture patterns of the community and represents
the consensus of opinion on the part of society's members as to how
people should behave in particular situations. Evidently, tnhis will vary

considerably from individual to individual and from situation to

situation.

An educational system is a social organization which has the
function of achieving more-or-less agreeé upon goals in éhe field of
education. Within each institution there'are a number of positions
which must be occupied by people for whom certain roles and expect-
ations are defined. The expected behavior of a person occupying a
particular position is the incumbent's role. It describes what the
incumbent "ought” to do, and includes the expectations of all those

connected with the position.

Difficulties may arice and role conflicts may develop when
the definitions of roles and expectations are at variance with the
personality needs of the incumbent. Expectations are evaluative

standards applied to an incumbent of a position by the incumbents of

other positions within or without the organization. Briefly, the

(284

nomothetic dimension consists cf the roles or sets of expectation tha

will presumabl
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In the view of Getzels ané Guba, the social systexz mey also

be thoucht of as consisting of individuals with their unicue
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personalities as determining théi: need-dispositions. They xefer to
this as the idiographic dimension. The behavior of an individual
within a social system is conceived of as being a function of both

his designated role and his own personality.

hus, within the social system, there are two areas that

=)

Getzels and Guba emphasize. The first of these consists of the roles
and expectations that will £ulfil the goals of the system, and the
seconé consists of the individuals within the system with their own
unicue personalities and need-dispositions. Getzels and Guba reason
that the incumbent's behavior in the system is a function of the

interaction of the role and personality dimensions of their model. 8

The presidents, the staff members, and the students in a
post-secondary institution have cerxtain roles that they expect to, and
are expected to, perform. EZach person also nhas a unicue personality
and needs-disposition. The present study was concerned with the degree
to which an individuel in the post-secondary institution perceives
himself to be satisfied in his role. That is, the degree to which he

perceives his needs eare being fulfilled in the performance of his role.

Role enactment. McGrath, a social psychologist, in outlining

It is 1important Lo cistincul
bl - -

Q . - . . - . e . .
-J. McGrath, Social Psychology. low Yerx: iHolt, Rinehart
ané Winsten, 12485,
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McGrath believed that the role behavior of any person in a given role

may or may not match or fulfil the expectations which he, and others

in related roles, hold for the incumbent of that role.

People tend

to view their own role behavior and the role behavior of others in

relation to their expectations of behavior, and they evaluate them-

selves and others on the basis of such relationship.

McGrath, as a

social psychologist, was adding a variation to the theme of Getzels

and Guba in the idiographic dimension.

Sarbin, a psychologist, attempted to identify reasons for

variations in role enactment both cross-sectionally with different

individuals performing the same role, and longitudinally with a single

individual over a length of time. Sarbin concluded that:

Variations in role enactment are a function of at
least three variables: (1) the validity of role
perception, (2) the skill in role enactment, and

(3) the current organization of self.l?

Role conflict. There is a range of conflicts that can occur

when an incumbent is required to conform simultaneously to a number

of expectations which are mutually exclusive, contradictory, or

inconsistent so that adjustment to one set of recuirements makes

adjustment to the other set of reguirements inmpossible, or at least

difficult. Role conflicts can arise in many ways, a few exanples

3
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expectations for the behavior of students.

(b) Disagreement among referent groups, each having the
right to define expectations for the same role. For example,
administrators and parents may differ in their expectations for the
behavior of teachers.

(¢) &an individual's own perception of the behavicr expected
of him in performing his role may differ from, and conflict with, the
expectations of alter groups.

(d) Contradiction in the expectations of two or more roles
which an incumbent may be occupying at the same time. For example, a

married teacher whose wife or child is one of his students.

The concept of role conflict has concerned students of
administration ever since it was first recognized as an important
variable in administration. <Campbell, Corbally, and Ramseyer
illustrated how the administrator is affected by four main alter-groups,

each holding its own expectations for his behavior:

Board of Education

-~

!
v

Community +——— Aéministrator +——— Staff

A

]
v

Professional Groups

Figure 2. The Acéministrator's Main Alte:—G:oups.11

This simple illustraticn may be used with a variety of

referent grouss to show conflict-producing or incempatible expectations

1 - - -~ ~ -
llg, Ca=mgbell, J. Corbally and 5. Ramsecyer, Introducilon o
Ecducational Ad=inistraticn. 3Soston: Allwyn and Zaccn, 1262, p. 2C5.
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that may affect an incumbent in any role.

Role definers, or those referent groups who attempt to define
role, are seldom in complete agreement. Miklos succinctly described
the phencmenon:

The concept of role conflict refers to the observation
that there is never complete agreement within and
among the groups which may be considered to hold
legitimate expectations for the incumbent of a
particular position.12

R recent study on role expectations and role consensus was
conducted by Foskett in three Pacific Coast communities.l3 Foskett's
results indicated a high consensus for teacher role expectations from
community to community by teachers with teachers, by citizens with
citizens, and by principals with principals. However, there was
found to be a significant disagreement among these groups in their
expectations for the teacher's role. Foskett concluded that incumbents
agree with other incumbents in a similar role but disagree witn
incumbents in different roles, at least, this appears to be the case
when discussing role expectations of the elementary school teacher.

Foskett's study consisted of asking groups of principals, teachers, and

citizens to assign priorities to a list of suggested teacher functions. -

Role conflicts occur as a result of non-congruence in the

expectaticns of referent croups among themselves or with the indiwvidual.

E. Mikles, “Role Theory in Admini
Administrator. Vol. III, No. 2, liovexber 1%53.
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The individual is satisfied in his role to the extent that his needs-
dispositions are satisfied in the performance of his role that he
perceives for himself, while considering the expectations of others.
If the individual's perception of his role conflicts with the
expectations of others, it is unlikely that his needs-dispositions can
be fulfilled. The present study did not attempt to identify role
conflicts in the post-secondary institution, although their possible

existence was acknowledged as a cause of role dissatisfaction.

Role definition and personality. Confronted with a complex

system of organizational facilities, role expectations, role conflicts,
and conditions of work, an individual must still perscnally define

his role and decide upon strategies to perform it. There is a clear
distinction between role definition in behavioral terms and in con-
ceptual terms. Although the two are obviously related, they are

independent. That is, a role can be determined before it is enacted.

Role performance cannot be entirely viewed as merely conforming
to the structural recuirements of an organization such as role expect-
ations, hierarchical authority, the presence of sanctions, and peex
group influences. Other factors such as personal role conception, and
the personality characteristics oé the incumbent which are unigue to the

néividual must 2lsc be considered. Need dispositions axe internal

o)

forces which compel the individual to select certain forms of adaptations

&

rather than others.
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Role definition may be seen from one perspective as an
aspect of personality. It represents the individual's
attempt to structure his social reality, to define his
place within it, and to guide his search for meaning
and gratification. Role definition is, in this sense,
an ego achievement -- a reflection of the person's
capacity to resolve conflicting demands, to utilize
existing opportunities and to create new ones, to find
some balance between stability and change, conformity
and autonomy, the ideal and the feasible, in a complex
environment.

Personality factors influence the basic conceptions or
personal role definition that an individual holds for his organizational
role. These factors influence him to confomrm, to deviate, to avoid or
to administer sanctions, to identify witﬁ the organization that puts
role demands upon him, and the degree to which he is satisfied with
his role in the organization. Evidently, all of these demands are

related to the organizational structure.

Levinson further developed his concept of the personality of
the individual in role definition:

An individual's conception of his role in a particular
organization is to be seen within a wider series of
psychological contexts: his conception of his
occupational role generally (occupational ilentity),
his basic valuves, life goals, and concection f self.
Thus, one's way of relating to the organization

depends in part upon his relations in general, and

upon his fantasies, conscious ané unconscious, about
the "good" and the "bad". EHis ways of dealing with the
stressful aspects of organizational 1ife are inflrenced
by the impulses, anxieties, and modes of defence that
these stresses activate in him.?

th

1L - - -

“"D. Levinson, “Role, Personality,
the Organizaticnal Setting,” Journal of Abncrma
1952, o. 177.
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These psychological factors that affect the individual's
perception of himself and of his role are, for him, an inseparable

part of the role.

Role perception. When discussing role perception, Porter

and Lawler consider the term to mean "the direction of effort."18

That is, the kinds of behaviors and activities that the incumbent
believes he should engage in to perform successfully. If his personal
role perceptions correspond with the expectations of his superiors

in the organization and other legitimate referent groups, then he will

be applying his efforts where he is most likely to achieve successful
performance as defined by the institution. However, if the incumbent's
role perception conflicts with the expéctations others hold for that

role, he may expend considerable effort without achieving organizationally

defined successful performance.

Porter and Lawler's concept of role perception may be applied
to administrators, teachers, and students in educational institutions.
An individual in an educational institution is more likely to be
successful in his role, in terms of organizationally and internally

defined goals, if these goals are congruent.

Porter ané Lawler's study concerned midéle managers' attitudes
towards pay and performance. They acainistered two cuestionnaires to

determine attitude toward pay and a self-evaluation form to cdetermine

18 R, - - - - Py
187 porter ané . Lawler, Manacerial Attitudes ané Performance.
Homewood, Illinois: Irxwin, 1968, p. 24.
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between attitude toward pay and performance. Porter and Lawler used
pay as the attitudé variable since it was easily measured as a factor
in role satisfaction. The present study uses a variety of factors in

measuring role satisfaction, of which one is salary and other benefits.

Katz and Kahn!” used the terms "role sending” and "role
taking” as leading to the role perception of the "focal person.”
They believed that the focal person is more likely to take the role if
it is sent from a trusted source, whereas other sources may lead to
role conflict and/or role reappraisal. Xatz and Kahn repcorted a
number of researches which indicate that attitudes and role perceptions
within an organization are related to the position that the individual
holds in the hierarchy. Those in higher positions had apparently
internalized the goals of the organization to a greater extent than
had those in lower positions and consecuently their role perceptions

were more congruent with those of the organization.

Identification with the organization. Commitment to the

organization and devotion to its purposes is thought by some to be a
prime factor in an effective organization such as a hospital or a

school. Litterer disagreed w’zh this point of view:

Whereas 2 person’'s icentification with

can be a valuable orxcanizational elexen
exciusively cn it or to think that without i
organization can exist is to miscalculate its
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However, Litterer believed that strong commitment to the organization
results in better coordination with others who share such commitment
to the organization and in a more effective and easier flow of
information among the committed individuals. Each individual's role
perception substantially determines what and with whom he should

coordinate.

Likert!? interviewed factory workers and their supervisors,
and used actual production figures. He found that coordination and
cooperation among workers with their superiors usually resulted in high
productivity and high job satisfaction if the workers had also
established high goals for their performance in the organization. He
suggested that it is the responsibility of the administrator to
encourage workers to identify with the organizétion and its goals,

through communications.

March and Simon felt that the length of time that an
individual serves an organization will affect the strength of his
identification with the organization and his internalization of its

coals:
The longer an indivicdual remains in an organization, the
more his interactiens occur within the organization, the
more his needs are szatisfied within the organization ang,
therefore, the more he icdentifies with the organization.‘0

LV
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ew Patterns of Manacement. New York:

203, March ané H. Simon, Crganizations. New York:
Jchn wiley, 1958, . 74.
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An individual who participates in the activities of an
organization has achieved some level of identification with the
organization, although such identification may be quite tenuous.
March and Simon perceived a balance between the inducements offered
by the organization and the contributions made by the participants:

The inducements-contributions balance has two major
components: the perceived desirability of leaving
the organization and the utility of alternatives foregone
in order to stay in the organization (i.e. the perceived
ease of leaving the organization).21
March and Simon believed that if an individual does not relish his
role, and he cannot change his assigned role, his decision to leave

the organization depends upon his perception of the attractiveness

of the alternatives that are available to him.

Summary

Role analysts, in the pursuit of a role theory, examine
such problems as the processes of socialization, interdependences
among individuals, conformity and sanctions, perception, and

expectations.

The field of role consists of many hypotheses and theories
concerning particular aspects of role behavior. 2iddle doubted that
all of the research ané propositions would result in a single theory:

And even if all the prosositions were broucht togetner in
3 itut

some organi fora, thev would undouctedly not constitu
2 single, monolithi ecry of the sort tha
le T

-
i - Co
appellaticn "ro checry"” implies, nor would they always
be distinguishable Irom other theoretical statements in
such discizlines as psychology, sociclogy, ané anth:opology.zz
2 . =
2linia. p. 110.
2= Seas 3 - -_— = -
223 giggie and . Thcmas (eés.), Role Theory: Concepts an
Research. New York: Jonn wWiley, 1966, p. iE.
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The present study was concerned with presidents, staff
members, and students in the post-secondary institution. The variables
mentioned in this review of literature on role affect all individuals
who perform a role in an organization. Although incumbents may be
unaware of the influence of some of the variables, their total effect

may affect the role satisfaction of the individual.

ITI. COMMUNICATION THEORY

Communications are an essential part of all organizations
(supra, p. 2), in fact some writers, such as Thayer, believe that the
efficiency and effectiveness of organizations depends directly, or
indirectly, upon the efficiency and effectiveness of cammunications
within the organization:
Investications have reported that the ability to communicate
effectively with others is the single most important
ability to success in any endeavor that involves other
people.23
The importance and ubicuity of communications is universally
accepted and diverse areas of research have contributed to the study of
communications in an cffort to develop a communication theory. These
studies range from semantic and neurological studies to animal ané
simulation studies, but, as with role theory, the very diversity of the
research has foiled attempts to tie them into a ccmprehensive theory.
Thayer stated: "There has not been and still is not, a single

comprehensive theory of coz=munication."2"

2 - - . . . .o - - .
23y, Thaver, Acninistrative Communication. Homewood, Illinois:
1

ticn ané Cormunication Svystexs.

. ica
inois: Irwin, 1968, p. 307.
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Information Processing

An individual may be regarded as an intricate information-
processing system having certain inputs and certain outputs. In
present day organizational life most ipputs and outputs are verbal and
one learns what is going on around one from what is heard and what is
read. However, the individual filters the information he receives in
order to make his environment more acceptable. None of the individual's , ,

orientations toward himself, to others, and to his environment would

be possible without communication.

Information processing is, of course, subject to error both

in input and in output. Wallen explained this complexity:
Because people use different codes, actions have no unigue
and constant meanings, but are substitutable. An action may
express cdifferent intentions, the same intention may give rise
to different actions, different actions may produce the same
effect, and different effects may be produced by the same kind
of action.?%

Each individual brings his own intricate information
processing system to the organization with which he is involved and
uses parts of his system to serve the organization towards achieving
the organization's goals. &An organization may be regarded as an even

more intricate information-processing system than is an individual.

Bakke described his concept of the organizational webd:

253 wallen, The Int 1 Gac.
from The Northwest Educaticnal Laboratory, 126E.
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A social organization is a continuing system of
differentiated and coordinated human activities
utilizing, transforming, and welding together a
specific set of human, material, capital, ideational,
and natural resources into a unique problem-solving
whole engaged in satisfying particular human needs in
interaction with other systems of human activities
and resources in its environment.Z26

Bakke's view of the organization would not be plausible without
equally complex communication systems and information-processing

systems to provide the vehicle for these human activities.

Bavelas and Barrett exmphasized the role of communications
in an organization:

It is entirely possible to view an organization as
an elaborate system for gathering, evaluating,
recombining, and disseminating information.
Communication is not a secondary or derived aspect
of organization - a 'helper' of the other and
presumably more basic functions. Rather, it is
the essence of organized activity and is the basic
pProcess out of which all other functions derive.Z27?

Definitions of Communication

There are numerous definitions of communication and all
include the transmission and/or reception of ideas among two or more
individuals or groups. Some definitions emphasize trust and transaction
while others emphasize language and codes. Benevento advanced a broad

definition of communication:

26z, Bakke, "Conceot of the Social Organization" in

M. Haire (ed.), M¥céern Orcanizaticn Theorv: & Symposium of the

Foundation for Research on Human Z2ehavior. New Yorke John ailsy,

1959, p. 37.

274, Bavelas and D. Barrett "An EZxpe

-
. b
Organizational Ce=municaticon™, Personnel. Vol. 27, 1
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The transmission of stimuli from one individual to

another with or without conscious knowledge of such
transmission on the part of one or both.28

The generality of this definition pemits tﬁe inclusion of non-
verbal communication, unintentional communication, and indirect
communication (the overt message states something different from the
intent), in addition to intended communication. Benevento's definition
may be too general for application in a study of organizations. A
more suitable definition of communication.in organizations may be:

The interchange of ideas among two or more individuals

or groups by any mutually understood and convenient
means.

This definition suggests that organizations tend to use communications
that are direct and select rather than random. Although unintentional
communications cannot be discounted, any more than can indirect and

non-verbal communications, their variety and ramifications are so

broad as to be beyond the scope of this discussion.

Some researchers maintain that it may be a waste of time to
attempt an all-enccmpassing definition of communication since: "It is

the basic prhenomenon that occurs when a living human system takes

"29 "

something into account. and: ... no acceptable definition is

possible unless its creator has an understanding of the broad theory

of definition-making.“3°

.
- !

Relationship tc Administrative L

dissertation, Syracuse University,

Hemewood,
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Diversity of Communications

The term "communication" was not always widely accepted as
meaning any and all stimuli experienced within a living human system
or a human-~devised organization:

In 1935, when Kenneth Burke proposed to call his book
Treatise on Communication, the publishers assured him
that the title would suggest a book on telephone
wires. So Burke was persuaded to accept the title
Performance and Change.

By 1956, Meiexr indicated that "communication"”
suggested the follcowing categories:

(a) face-to-face conferences -- meetings, gossip, etc.

(b) reading -- newspapers, books, magazines, etc.

(c) person/machine -- instruments, gauges, radar, etc.

(d) person/person (machine interposed) -- telephone,
radio, T.V., movies, etc.

(e) machine/machine -- feedbacks, interlocks,

automatism, etc.31

These five categories are still basic communication systems
and processes. However, today, communication and the study of
communication is not limited to processes. Communication studies
encompass a body of knowledge and a field of study which includes
listening and perception and draws from the areas of physiology,
psychology, sociology, and demography.

Messages can be verbzl or non-verbal (which includes
contextual and often esoteric cultural messages involving association,
sexuality, territoriality, learrning, play, ané defence). This discussion

does not cover an in-depth cxaminaticn of non-verbal communications.
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The diversity of communications is evident in the nature of
messages: (a) direct messages, such as face-to-face discussion or
telephone conversations ccntrast with general messages such as
broadcast and public address system messages; (b) ﬁessages with
primary information contrast with messages with secondary information
which depend upon previous knowledge and experiences; and (c) emotional
messages which do not depend upon feedback contrast with messages
which do require feedback, such as progressive instructions during a

successful-step-by-successful-step operation.

Intelligence-Information Systems

LeBreton3? used *intelligence" and " information" interchange-
ably, although the more military usage of the term "intelligence" was
acknowledged. LeBreton examined the presidential communication system
developed by John F. Kennedy. He viewed intelligence-information
systems as communication systems and emphasized that communication is
an administrative function of ecual importance with other administrative
functions. LeBreton urged that:

Administrators should be encouraged to adopt a personal
philosophy of administration which provicdes specific
coverage for the communication function.®?
The information-intelligence system developeé in accordance with
Le3reton's philosophy would be formalised ané would permeate the whole

organizaticn.

Systexns.
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Patterns of Communication Networks

No matter how large an organization may be or how complex
the communication networks within the organization, there are a
iimited number of basic patterns that are common to all organizations,
although variations on these basic patterns may be numerous. Dubin3%
suggested three basic communication patterns:

l. radial,

2. serial,

3. circular. These may be represented graphically:

SN

OH.(—). G—>re
Y SN

AN SN

1. radial 2. serial 3. circular

Figure 3. Three Basic Communication letworks




30
Variations of these patterns may also be presented

graphically:
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Figure 4. Variations of Three Basic Networks

The "P" in each sketch represents the manager, the president, the

principal, or other senior administrative officer.

In the racdial pattern, one person communicates with each of
the other individauls in the organization, although each may have little
opportunity tc communicate with his peers. This pattern may be seen
in the formal communications flow between the teachers and the principal
in a small school where information is sus lied cdirectly to the

princizal by the teacher, and vice versa.
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The serial pattern suggests the communication chain in a
highly bureaucratic, formal organization. The president passes a
message to the vice-president, who passes it to the department head,
who passes it to the classroom teacher, who eventually relays it to
the students. The argument has been made that the serial or chain
approach to communication carries with it the dangers of successive
inaccuracies and misinterpretations. As a message passes from one
person to the next it may be gradually changed until it bears little
resemblance to the original message. This phenomenon is illustrated
in the children's game of "Rumor" where a whispered message is passed

along a chain of players.

The circular pattern of communication is typified where
persons of equal status communicate with one another. For effective
communications there must be complementarity of actions among members
of the organization, and such complementarity depends upon effective
communications among the individuals within the organization. The
circulaxr pattern may be seen in board meetings, school staff meetings,
and council meetings. In each of these there is a chairman to whom the
other members automatically tend to defer. However, where all members
truly have ecual status, and complementarity of actions exists, the
all-channel3> Dattern nay prevail as being more effective than the

circular pattern.

2 - . - . . .
35p. xatz ané =. Xahn, Tne Social Psychology of Organizations.
New York: Jchn Wiley, 1986, p. 237.
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The foregoing discussion of patterns and means in no way
implies that one single method of communication is the best for a given
situation. A formal memorandum may be the most appropriate method
of communication by one person, whereas another individual, in a
similar situation, may wish to converse face-to-face with the

receiver, and each method may prove to be equally effective.

Accuracy and clarity in communications are important, but
other criteria such as speed and cost may also determine the type of
method to be used. £ficiency may sometimes be achieved by what may
at first appear to be inefficient means. Fof example, it may be
considered more efficient to issue teachers with a handbook of
regulations and board policy to cover all anticipated exigencies in
the interest of uniformity of behavior, but this impersonality may
prove demoralising for some teachers and may result in resentment.

The handbook, as a form of communication, would appear to be

efficient and economical but may result in unanticipated dysfunction.
An alternative, ané apparently inefficient, communication,in this case,
may be a personal orientation program for the teachers. The time and
effort spent on such a program may result in increased identification
with the organization so that emergencies can be met and solved in the

light of the organization's goals.

Barriers to Effective Communication

Many writers have attempted to delimit and icdentify major

barriers to orcanizational ccomunication. Much of the following is
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derived from Macxay's3° compilation of the work of some of these

writers.

Organizational barriers. Organizational barriers can

sometimes be overcome by a reorganization of the patterns of communication
oxr by a change in the emphases of the policymakers of the organization.
(1) Physical distance: this may be a very real barrier
in a large organization where the administrator has little or no
contact with lower levels, thus causing a feeling of isolation f£xom
the 'big picture' at the lower levels. Physical distance barriers are
seen in very large schools where teachers become merely names to the
administration and students are numbers on computer cards. An
oxganization with far-removed central offices is obligced to find means
to overcome the physical distance barxrier; modern electronic communica-
tions systems have done much to alleviate the problem, but have not
solved 1it.
(a) Technical barriers: technical barriers often exist as
a direct result of misuse of available vehicles for comnunication.
The public address system ané the wicde use of memos and directives on

may be considered by the administration to be an

[o7)

the notice boar

obvious means of dissemination of information. EHowever, these methods
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rovide little opzmortunity for feedback and may often be icgnored
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complezely oy intended receivers.

3%, MacXay, "The Principalship: A Pivetal Eole in
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(3) Cost barriers: time and effort expended must be
included in the cost of adequately communicating. In a small
organization, a face-to-face communication may appear to be less
costly than a memorandum, but the time and effort that must be spent
by th§ gdministrator in such a contact may not warrant this method;
other administrative functions may have a prior demand upon his time.

(4) Status-authority barriers: wherever there is a
formally designated authority in an organization, such as the principal,
there is always the chance that communication will be unidirectional
and consequently rather ineffective, since little provision is made
for feedback or discussion. If authority is displayed in an cbvious
fashion, the ability to communicate is hampered. The status-authority
barrier can occur in any organization but is extremely dysfunctional in
a school when an authoritarian principal manages to alienate his staff
by flaunting his vested authority.

(5) Job specialization barriers: specialization barriers
may occur when a newly appointed administrator, such as a principal,
finds that he must immediately become a generalist after many years
as a subject specialist. For example, a chemistry teacher with many
years spent in his specialty, upon his appointment to a principalship,
will £iné that he must oversee everv aspect of school operation. It

is unlikely that such a

'u
"
b
8]
0
e

"
o
[
e
’—J
o
A}
0
fv
n:
’J .
'_l

v
[of

nderstané andé easily
communicate with physical education department problems. Similarly,
at the classroom level, Znglish andéd blolocy departments may experience

difficulties with communication although Doth may be important to each

other ané tc the educational systexm.
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(6) "Noise™ barriers: "noise” Darriers occur when o
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sheer volume of communications that emanate from the administration in
the form of memos, directives, public address announcements, and
frequent meetings cause the intended receivers of these messages to
develop screening devices in self-defence. Naturally, these screening
devices will often filter out important communications as well as the
less-important communications. The term "noise" is taken from the field
of radio and refers to signals that interfere with clean reception.
Radio filters and screening devices are more sophisticated than similar
human devices and have better selectivity in isolating the important

signals.

Katz and Kahn used the term "information overload"” for noise/
volume overflow in communications and cited Miller's seven maladaptive
responses to information overload:37 (1) omission, failing to process
information; (2) error, incorrect processing; (3) queuing, saving
information until more time becomes available; (4) filtering,
eliminating some tvpes of information; (5) approximation, collectivising
broad categories of information; (6) decentralization, rechannelling

of information; and, (7) escape.

Noise barriers occur in all organizations at the formal and
at the informal level. A student in a seminar who speaks oo frecuently
and/or at too great length will be "tuned out" by his fellow
students especially if he is merely maxing words and not maxing

an effort to com=unicate.

‘6'
Y
B
o

2. Xahn, op. cit., p. 231,
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Interpersonal barriers. Interpersonal barxriers exist because

of the very fact that communication tekes place among people.
Despite organizational attempts to provide effective communication,
the ultimate criterion of effective communication is its impact upon
human behavior.

(1) Value and attitude barriers: an administrator who views
output alone as the most important factor in an organization is
unlikely to be able to communicate freely with an associate who
believes guality to be of prime importance, or with one who maintains
that intraorganizational interpersonal relationships should be the first
consideration.

(2) Personality barriers: these barriers usually occur
where two people, such as the administrator and the subordinate, have
pcor interpersonal relationships and feel hostility for each other.

Any communication between the two may be seriously colored by this

n
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The barriers mentioned above have real implications for the
administrator. If the administrator can become aware of some of the
varizbles that may affect his attempts to communicate with others, he
may wish to adjust his behavior and his communication channels
accordingly. Some recommendatiéns for effective communication are

offered later in this discussion.

Talcott Parsons viewed administration as an: "attempt to
get results by getting some kind of communicative operation to bear on
other persons."38 Parsons believed that the administrator can succeed
if he changes the situation by removing the organizational barriers to
communication, ané if he modifies the intentions of subordinates by

removing interpersonal barriers.

Bauer emphasized the transactional nature of communication
by stressing feedback; communication is unlikely to be effective if
no provision is made for the receiver to express his views to the
sender, both the sender and the receiver are ecually important. Bauer
stated that communication is: ... a transactional process, a major
element in which is a widespread sense of trust.”>2 Mutual trust

ané confidence have not been extensively researched in communication

studies, but they undoubtedly affect effective communications.

38”. Parson "On the Concept of Infivence,” Pudlic
Vol 27, Spring 1963, pp. 37-62.
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&DCommunication Model

The foregoing summarizes what communication is and where it

may fail. Some of the variables discussed may be represented

diagrammatically:
sender's ' . . s R . i !

-+ encoding + transmission - reception -+ decoding -+ receiver's
concept concept

I |
perceptual . perceptual
. err )
filter Tror noise filter

satisfaction feedback satisfaction

Figqure 5. A Communication Model

The sender conceives a message that he wishes to transmit. He considers
the best method of sending it, limited by his perception of the
receiver's background, expertise, intelligence, and his estimate of

how well he is accepted by the receiver. He encodes his message, using
language that he expects will be understood by the receiver, considering
his perception of the receiver and transmits the message by memo,
telephone, public address, etc. The transmitted message is subject

to error as it passes through time and space in the forms of garbled
language, typographical error, semantic fault, etc. If there is too
much noise or information overload surrounding the transmission, the
zessage may be ignorxed or podified by being categorized. The received
message is now subjecteé to the perceptual filters and screens of the

receiver. Humans have a tendency to see and to hear that which they
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wish to see and hear. A message that "fits"™ an individual's perception
of the world and is not perceived to represent a threat to him is
less likely to be screened out and is more likely to be understood
and accepted. The receiver's perception of the sender as to his
competence and personality also affect the receiver's ability to
accept and understand the intended message. The message is decoded,
subject to the above restrictions, and the receiver forms his own
concepé of the meaning of the message. If the sender's concept and
the receiver's concept are equivalent, or reasonably similar, the

communication has a good chance of being effective.

The feedback loop in the model is a mirror of the model
when the receiver becomes the sender and the sender becomes the
receiver. The feedback communication is also subject to perceptual
filters and screens and may recuire a different communication vehicle
from that used in the original communication. Some communications
do not readily elicit feedback, such as directives on a notice board
and public address announcements. However, the initiator may event-
ually receive feedback from such directives when he discovers whether
his instructions were followed, or if he actually managed to change
the behavior of the receivers. If he was unsuccessful he may be well

advised to seex an alternative method of communicating.

Considering the many factors that may affect the successful

oy

completion of a communication, it is rather surprising that humans rely

on cocmunications with otherxrs to such an extent. The subconscious

mind and hurman acculturation undoubtedly have a great deal more to éo

with successfulily comnunicating than Is at £irst apparent.
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Some Recommendations for Effective Communication

Certain of the points discussed above suggest simple
guidelines that may be worthy of consideration by administrators

toward effective communication in organizations.

The following points are synthesized from MacKay,“O

'J.‘hayer:,"l Irxgz:am,l"2 and McCloskey:“3

(1) Effective communication is most likely to take place
when two-way face-to-face methods are used. This method provides for
"immediate feedback for clarification and discussion.

(2) Written communication may be most desirable when a
permanent record is required, for uniformity among all receivers, or
when the complexity of the message is such that it is more explicit
when written.

(3) Flexibility in the choice of vehicle, pattern, and
content is necessary. Certain communications may regquire certain
means of transmission under particular conditions, and the
administrator should have available to him a variety of means as well

as the knowledge of when best to use which method.

“0p, MacKay, op. cit. p. 37f.

w1y, Thayer, oo. cit. p. 195%f.
42z Ingram, The Principal ané Public Relations,” The
Tasks cf the Princinal. Alberta Principals' Leadership Course, 1263.

3 * -_— - - . - - - -
“3g. McCloskey, Ecducaticn ané 2ublic Understandinc.
New York: Harper, 1952, pp. 103-120.
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(4) Feedback is important to all communications. The
administrator should ensure that some kind of feedback mechanism is
built into his communication techniques so that corrective measures
may be taken, if necessary, as soon after the communication as possible.

(5) There must be a degree of mutual trust, understanding,
and respect for effective communication. Trust and respect can
sometimes be elicited by the use of careful wording so that the
message is readily understood.

(6) Informal and personal factors affect all communications.
Noone can be fully aware of how others pgrceive hiﬁ, but he can make
efforts to reduce behaviors that he knows may alienate others.

(7) Communication cannot take place until all parties
concerned have fully understood the message. It may be a moot point,
but perfect congruence between the sender's concept and the receiver's
concept rarely takes place.

(8) Information overload freguently results in maladaptive
responses, such as “tuning out.” This can be very dysfunctional for

subsegquent communications.

Cultural Limitations

Communication is recognized as being of utmost importance
among people to enable them to understand each other and to exchange
ideas. Only recently, and perhaps stemming from "sensitivity™
programs, have people been encouraged to be completely ogen in their
communications with one another. Most cultures hawve traditionally
adjured members to consicer others' feelings, to think before

speaking, ané to have scmething worth saying. Teaxr of being
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misunderstcod or humiliated has also created hesitancy in openness in

commaunication.

Many passages may be found from past writers to illustrate
traditional admonitions on communication:
Charles Colton (1780-1832): "When you have rothing to say, say
nothing."-
Richard Whately, Archbishop of Dublin (1787-1863): "Preach not
because you have to say something, but because you ha?e something to
say."
Charles Swain (1801-1874): "More offend from want of thought, Than
from any want of feeling."
The Reverend Sidney Smith (1771-1845), writing of Macauley, expressed
the sincere feelings of many listeners: "He has occasional flashes

of silence that make his conversation perfectly delightful.”

Summary

Many volumes have been written on the subject of communication
from the points of view of psychology, physiology, anthropology,

sociology, and demography. Most of the research in these areas has

-

been based on empirical studies and researchers' observations. The

foregoing discussion has Zocussed on what appear to be the salient

concepts underlying human communicaztions and variadbles that may aflect
communications. Despite the innumerable studies on coommunicatlions,

there still dces not exist a single comprehensive theory of co=sunication

..

(Thaver, supra, o. 23). Thaver emphasized the vestness ol research
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ranging from brain and neurological research to management and

simulation studies, but did not attempt to report the research.

The present study was concerned with the communications of
presidents, staff and students in post-secondary institutions. As in
all organizations, such communications are subject to organizational
and interpersonal barriers, follow certain networks, and are perceived
through individuals' filters. The present research was restricted
to an examination of communication patterns and communication
satisfaction, as reported by participating subjects. No attempt was
made to analyse barriers or perceptual filters, but their existence
and effect upon the individual must be realized and acknowledged in

any study of communications.

III. SATISFACTION

Research into the complex subject of human satisfaction
has led to the conclusion that scme individuals are content with life

to a greatex extent than are others.

Ideally, it would be possible to set criteria, that can be
mathematically measured, for the satisfaction experienceé by
individuals, bu% humans vary in the values that they place upon

- .

rewards that may lead to satisfaction. Herzberg assumed that people

t

can judge their cwn ssychological state during events; he called this

{

F. Herzberg, 2. Mausner anéd 2. Snyderman, The Motivation
£ onn wiley, 1859, p. 1l2.
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that "people can place their own feelings on a continuum."®*> The
assumption made is that people are aware of their own feelings of
satisfaction or dissatisfaction with a situation, according to their

own standards of expectations of satisfaction.

The Theory of Distributive Justice

2aleznik, Christenson and Roethlisberger believed that:
"The individual's satisfaction or dissatisfaction is determined by
his total situation at work and at home, in every aspect of his
life.""6 They felt that each individual has his own framework of
morality (what to him constitutes right ‘and wrong, justice and
injustice), and that within this framework "exists a fundamental
belief in the eguitable distribution of rewards."“’7 Their theory,
based upon guestionnaires and interviews with factory workers, is
that an individual's satisfaction with a situation depends upon the

extent to which he perceives his efforts are justly rewarded.

Zaleznik et al. suggest that such rewards can be external
(such as econcmic rewards, pay, and security) or internal (such as
prestige and human relations).%® This duality of rewards is similar
to Portexr and Lawler's concept of extrinsic rewards (administered by

the organization) anéd intrinsic rewards (administered by the

465 . Zaleznikx, C. Christenson ané F. Reethlisbercger,
The Motivaticn, Produciiwvity and Satisfaction of Workers. E ston:
Harvard University, 1958, o. 256.
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individual himseifj.“? Herzberg and his coresearchers identified
factors that cause satisfaction and named these ‘*satisfiers® or
"motivators', found in work itself; "dissatisfiers" or "hygienes

are found in the environment. >0

These, too, show the concept of
duality. The hierarchy of human needs that was develcoped by Maslow
ranged from most prepotent to least prepotent, that is, from basic
biological needs to self-actualization needs.>! Extrinsic and
intrinsic rewards are similar to Maslow's two extremes. The. question-

naires that were administered in the present study included items of

both extrinsic and intrinsic values, such as salary and coworkers.

Equity of Rewards

Part of the theory of distributive justice is the concept
of equity of rewards. Zaleznick éE.El’ considered that: "The goal
of individual behavior is the satisfaction of individual needs.">2
An individual establishes his own needs, whether consciously or

unconsciously, and perceives the degree of ecuity of the rewards he

receives toward satisfying those needs.

Porter and Lawler refer to rewards as: "... desirable

states of affairs that a person receives from either his own thinking

. : . 3 - .s -
or the actions of others.">2 pPorter and Lawler describe perceived

S0g, Herzberg, et 2l., op. cit., ». 113.

25 Maslow, Motivation and Personalitv. New York:
Harper, 1954,

52zaleznik et al., op. cit., p. 323.

531,. Porter anéd E. Lawler, op. cit. D. 29.
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equitable rewards as:
... the level or amount of rewards that an individual

feels he should receive as a result of a given
level of performance.s“

This is a very personal matter for the individual and occasionally
he may take into account factors that the organization
(management) might not consider in deciding upon equitable rewards

that should be provided.

A study by Morse concerned the relationship between the
productivity and job satisfaction of clerical workers. She conducted
742 personal interviews and identified four broad areas of satisfaction:
(a) intrinsic job satisfaction; (b) financial and role status
satisfaction; (c) company involvement; and, (d) pride in group
performance. She concluded that strong needs led to strong motivation
and stated her view of satisfaction as:

The greater the amount the individual gets, the

greater his satisfaction, and at the same time,

the more the individual still desires, the less

his satisfaction.33
She did not suggest that anything that the individual receives will
lead to his satisfaction, but rather that the level of satisfaction
is a function of the level of negds and aspirations and the level of

returns from the environment; rewards must be considered to be

ecuitable for satisfaction.

Sby. Porter and E. Lawler, loc. cit.

55x. M¥orse, Satisfacticns in

-
£
Ann Ardbor: University of Michigan, 1833, p. 22.




Types of Rewards

Many researchers have examined a variety of reward factors

for their effects upon role satisfaction.
Morse examined such areas as: salary, supervision,

demography, tenure, coworkers, type of work, and status.>6

Porter and Lawler classified five general reward areas

which are reminiscent of Maslow's hierarchy: security, social,

57

esteem, autonomy, and self-actualization. Porter and Lawler

restricted their study to managers' satisfaction with pay.

Zaleznik

type of work, pay,

and his associates conducted research to examine:

working conditions, benefits, supervision,

coworkers, and the union.s8
Herzberg et al. conducted personal interviews to determine
workers'! attitudes towards incidents concerning: achievement,

recognition, work itself, responsibility, advancement, salary,
growth, status, security, coworkers, supervision, administraticn,

and working conditions.>?

Ronan®? asked workers to assicn priorities to a list of

561bia., p. 169f.

571,. porter ané E. Lawler, op. cit., c. 131,

585 zaleznix, et 2l., op. cit., p. 258.

qQ . . - .

5¢ r. Eerzberg, et al., op. cit., p. 60f.

50 w. Ronan, "Inéivicdual andé Situational Veriables felating
to Job Satisfaction,"” Journal of Azclieé Psycholegy. February 1970,
54 (1), Paxt 2, ». 2.
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61 referred

factors that he felt contributed to satisfaction. Maier
to “studies" and reported his own psychological impressions of a

number of role satisfaction factors. yYuzuk®? asked workers to

evaluate factors on a scale. The factors used by these three
researchers were: content of work, supervision, organization and
management, advancement, pay and other benefits, coworkers, and working
conditions. The factors studied cover a wide range of rewards, some
are extrinsic and some are intrinsic. Each factor has its own

‘effect upon the individual in the organization and his satisfaction

with his role. These seven factors were used in the present study as

determinants of role satisfaction.

Needs Dispositions and Gratification

Getzels, Lipham and Campbell stated: "when an individual
performs in acco?dance with his needs .. he is actualizing himself."®3
They maintained that the social system should permit both role
adaptation and self-actualization so that the individual may be
integrateé in the institution. That is, institutional role expect-

ations and indiviéual neeé éispositions can both be satisfied and

provide satisfaction for the indivicdual (see Fig. 1, supra ». 11l).

1 . - s - - . -
5‘3. vaier, Psychology in Industrv. Eoston: Houcaton-
Mifflin, 1965, p. 125fL.
&2 . ~ . £ = . P
§2p  vyezuk, The assessment of Emplovec Morale. Columbus,
Ohio: SBurecau of 3usiness Resecarch, Ohio Steate Univers:ity, 1chl.
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Jackson combined his own observations, based on personal
interviews with workers, with the writings of others and wrote of
satisfaction in terms of "total return"®" as an indicator of whether
a person is receiving gratification or deprivation of his needs. He
pointed out the importance of achieving an optimum gratification/

deprivation balance.

Ross and Zander interviewed factory workers and clerks to
determine reasons for their role satisfaction. They also
interviewed ex-workers from the same organizations to determine their
reasons for leaving. Ross and Zander concluded that:
-.. personal needs are for recognition, for autcnomy,
for a feeling of doing work that is important, and
for evaluation by fair standards, .. anxiety develops

in those emplovees who state that their needs for
autonomy and fair evaluation are not satisfied.®%

Generally, the individual finds that he can fulfil the
expectations that the institution holds for his role, and that he can
achieve an acceptable degree of satisfaction of his need disgositions
in his role, although these need dispositions may be at a highly
prepotent level. If the individual finds that his situation is

-

incompatible in satisfying his needs and he cannot change his situation,

the only recourses left to him are to leave the organizaticn, or to

-

reach a compromise with himself by satisficing his needs.

Sby. Jacxzson, "Structural Characteristics of Norms,” 1
B. Bicdle (ec.), Role Theoxrv, New York: Jchn #Wiley, 12656, p. 125.
— a—————

faction and E:olcyah
ilor

Boston: Allyvn ané Zacon, 1
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Role Satisfaction

The foregoing has dealt with some of the factors that may
affect the satisfaction of an individual in his role. Some of the

concepts discussed may be represented graphically:

perceived
equity of
role expectations efforts rewards degree
and - and "~ - (extrinsic - of
role perceptions accomplishments and satisfaction
intrinsic)

Figure 6. A Role Satisfaction Model

The individual occupying any position holds certain values
and expectations for his role in that position which may, or may not,
agree with the expectations of the organization. He makes a decision
as to the amount of effort he must expend to achieve expected
accomplishments in that xole in order to receive certain rewards. The
rewards for nis efforts and accomplishments may be extrinsic (from
the organization) or intrinsic (psychic benefits). If the individual
considers that his rewards are fair and just (ecuitable) he will
likely enjoy more satisfaction in his role than if he perceives his

accomplishments and rewards as being inecuitable.

Communication Satisfaction

Part 1II of this chapter was concerneé with a discussion of
cozmunications in orcanizations. Comaunications have receiveé very

little attention as an area of study in relation to role satisfaction.

Commmunications are undoubtedly a source of satisfaction or
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dissatisfaction to an individual in an organization since they form an
integral part of organizations and of human behavior. In discussing
communications, based upon his own personal experiences and
observations, Mitchell, Chancellor of the University of Denver, stated
that:

... for some, whatever is communicated is too much, for

others, whatever is communicated is not enough, and for

still others, whatever is communicated is a mis-

communication. The interesting thing is that it can be

the same message in each case. 6
Mitchell implied that such communications would not cause satisfaction,
especially when: "... the average person receives, in the course of

a single day, some 1500 messages."67

Lawler, Porter and Tennenbaum®8 conducted a study with
industrial managers and reached the conclusion that certain communica-
tions produced positive reactions (satisfaction) while others resulted
in negative attitudes (dissatisfaction). They used a record form

similar to that useé@ in the present study.

Thayer drew an analogy between biological ncurishment and

mental nourishment:

jtchell, "Over-, Under-, ané Mis-Communication in our
naver (ed.), Communication. New York: MacMillan,

-]

6€z Lawler, L. Porter and A. Tennenbaun, "Manacers'
Attitudes Toward Interaction Episodes,” Journal of Appliec Fsychology.
1968, Wol. 52, No. 5, pp. 432-43°.
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There is a phenomenon known as "communication satisfaction”;
one's feeling of satisfaction about any communication
encounter will depend keenly upon the contribution that
encounter makes to his basic communication metabolism. 5%

This metabolism refers to Thayer's contention that the psychological

system "feeds" on communications.

Thayer further stated:

There is some personal satisfaction inherent in successfully
communicating-to someone or in successfully being
communicated-with (whether in fulfillment of a conscious
need or a non-conscious "appetite"). And there is
inevitably some feeling of dissatisfaction when our needs

or expectations (whether inputting or outputting) are not
fulfilled in our communicative encounters.

An individual performing a role in an organization must
be part of the communication network of the organization. Many
factors zffect the satisfaction of an individual with his role, and
one factor that has received only a cursory examination is that of
communications. The thrust of the present study was to explore the
relationship that may exist between role satisfaction and
communication satisfaction, while in no way suggesting that communica-

tion is a more important factor in role satisfaction than are other

factors.

Although an individual performs his role in a position, the
istinction between the two terms may be only slight. For the
purposes of this study, role refers to the dynamic aspect of a status

or position ané includes the individual’s attitucdes towards the various

Hemewood,
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elements of his role. Biddle and Thomas /1 quote Linton's statement
that: "... role and status (position) are quite inseparable, and
the distinction between them is of only academic interest.”

Thus, role satisfaction of the individual includes his satisfaction

with extrinsic as well as intrinsic factors, such as salary and

coworkers.

sSummary

Chapter If was concerned with the theoretical framework of
the study. The hypotheses suggested that there is a positive
relationship between role satisfaction and communication satisfaction.
This chapter explored literature in areas of role theory that pertain
to the study of role satisfaction and dissatisfaction from a theoretical
point of view and with references to research. Selected literature
was also cited pertaining to communication theory and research as
well as research on the subject of satisfaction and factors that may

contribute to role satisfaction and communication satisfaction.

Chapter III contains a cdescription of the research cdesign

and methodology that were used in the study.

71z Biddle ané E. Thezmas, op. cit., =. 7.
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CHAPTER III

RESEARCH DESIGN AND METHODOLOGY

The post-secondary institutions that were asked to
participate in the study are widely distributed throughout the
province. Each president was contacted by letter and by telephone
and each expressed willingness to participaie and to use the mails
for the distribution and return of questionnaires and forms. The
use of the mails obviated the necessity for visiting each institution
and conducting one hundred and eighty-six personal interviews.
Personal interviews might have disrupted the time-scheduling of the
institution; also, the Communication Record Form did not lend itself

to the personal-interview method.

I. THE SAMPLE

Six post-secondary institutions in Alberta were asked to
participate in the study. The instituticns were: The Northern
Alberta Institute of Technology, The Southern Alberta Institute of

Technology, Fairview Agricultural-Vocational College, Olds Acgricultural-

0

Vocational Collece, Grande Prairie College, and Mount Royal College.

Zach college has its own scheme whereby subjects for
participation in rescarch are selected on 2 rotaticn basis.
After commitment was received f£rxecm all six presidents, each

*
was requested te select ten staff mexbers andé twenty cf his
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students also to participate. Again, willingness was expressed from
the colleges. The researcher made it clear that he would be
available to visit each college to discuss any points of the study
that may need clarification. None of the presidents considered that
such a visit was necessary, although the mails and the telerhone

were used to explain minor details.

Questionnaires and forms were sent to each of the six colleges
in sufficient numbers for each participant to receive one questionnaire
and twenty Communication Record Forms (these will be discussed later
in this chapter). Each participant was also provided with brief
instructions for the completion of the questionnaire and forms

(Appendix C).

Five of the six colleges had returned most of the materials
by the end of May. One college advised, late in May, that it
preferred not to participate due to the pressure of examinations and
other commitments. Table I shows the potential number of respondents

and the actual percentage of participants:

TABLE 1

POTENTIAL AND ACTUAL RESPONDENTS

Potential Nuzber Actual Number Percentage

Presidents 6 5 3.2

Staff 66 50 83.3
tudents 120 82 68.3
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Although a return of 100 percent was not received, the
actual return was considered to be sufficiently high to be represent-
ative of presidents, staff, and students in the institutions that
were contacted. Moreover, since no pressure of any kind was brought
to bear on any member of the potential sample by the researcher,
perhaps the actual participation of the respondents stemmed from a

.

conviction that the study was worthwhile.

II. THE COMMUNICATION RECORD FORM

The Communication Record Form was adapted from the form used
1 - . . N
by Lawler, Porter and Tennenbaum® in an examination of the attitudes
of middle-managers toward cormunication episodes with their business

contacts.

Respondents were asked to complete twenty Communication
Record Forms during a five-day period. No direction was given as
to the type of communications to be recorded since it was assumed
that any direction might be restrictive for the respondent and place

he communication episodes that were

+]

rtificial limits upon the study.

3

recorded were assumcd to be a representative sample of all communications

in which the respondent was involved during five days.

The Communication Recoré Form contained items in the followins

[

reas: (1) type of contact (letter, telephone, etc.); (2) position

-— - - - - - ~ v - Wy L]
E. Lawler, L. Portcr and A. Tennenbaum, 4anagers
D~ 3 . -~ d ~ < - - - g Ll - .e - - - ~
Attitudes Towarc Interaction Episodes, Sournel of Rpzlicd
- > Sy .. = - - - »- » 0,
Psvchology. 1968, Vol. 52 (8}, po. 432-43%.
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of other person (president, staff, student, other); (3) contact
initiated by self or other person; (4) type of activity (administration,
instruction, etc.):; (5) purpose of communication (giving/receiving
information or giving/receiving instruction); (6) the respondent's
attitude toward that communication (essentially, his satisfaction
with the communication); and, (7) whether the communication was

formal or informal. See Appendix A.

The Communication Record Form is simple and merely required
the respondent to place check marks against each item that applied
to that particular communication. Item Six on the form contains ten
areas which ask the subject to assess his feelings about that
communication episode from "good" to "bad" on a seven-point Likert-

type scale. This design was also used by Lawler et al.

Each participant was provided with only twenty forms: it
was estimated that it would require roughly ten minutes total time
to complete all twenty forms during the five-day period. The form
was designed so that the same form could be used by the president,

the staff, and the students. An identification number was assigned to

'.4-

each participant in order to ensure ancnymity and to eliminate any

question of the responses being used for purposes cther than those

The research by Lawler and his colleacues sucggested to them
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explaining certain job satisfaction patterns that occurred in
organizations as a direct outcome of these communication patterns and
systems. The researchers also stated that their study was method-
ologically sound since the form was well received by the participants
and it provided a straightforward way in which to measure attitudes

toward communication episodes.

ITI. THE QUESTIONNAIRE

The Questionnaire (see Appendix B) for the study consisted
of three separate forms, one for the president, another for staff
members, and yet another for students. The guestionnaire was designed
to determine role satisfaction by measuring the satisfaction felt by
incumbents in areés of the institutional life: (a) content of work;
(b) organization and management; (c) salary and other benefits;

(@) coworkers; (e) opportunity for advancement; (f) workin
conditions; and, (g) supervision. These factors were discussed in

the previous chapter (supra, p. 438).
E T I

A pilot study on the guestionnaire was conducted before the
rescearch commenced (see Appendix D). The analysis of the pilot

included an item—-ané factor analvsis in orxcder to ascertain the
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satisfaction or dissatisfaction with that item on a seven-point scale.
Each of the seven factors mentioned above was purported to be
represented by three items in the questionnaire. Two of the items
simply asked the subject his satisfaction with communications in the

organization.

.Each participant was assigned an identification number and
was requested to use this number on his questionnaire and on all of
his Communication Record Forms. In this way, the respondent was
assured that his submissions would be completely anonymous while
enabling the researcher to match cuestionnaires with Communication

Record Forms.

Iv. METHODOLOGY

The study was primarily intencded to examine the relation-
ship between role satisfaction and communication satisfaction. One
of the assumptions that was made was similar to the main assumption

made by Herzberc et al., that is, that individuals are capable of
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scores on each item were added to give the individual's role

satisfaction score.

Item Six of the Communication Record Form consisted of ten
areas to which the subject was required to react regarding his
attitude toward that communication. Each area was on a seven-point
scale from a “"good" reaction to a "poor" reaction; for example: the
communication was: Valuable 7 & 5 4 3 2 1 Worthless. The
scores on each form returned by each subject were added, and averaged
to provide his Average Communication Satisfaction Score. The

respondents in the study returned an average of sixteen forms each.

The score of each subject on the questionnaire and the score

of the same subject for communication satisfaction were used as outlined

in Chapter IV, Analysis of the Data.

V. DEFINITION OF TERMS

Communication satisfaction and role satisfaction were the

two main variables that were measured in the study.

Communication Satisfaction

Communication satisfaction is defined as the degree to which
an individual perceives a ccmmunication to be acceptable to him and was
measured by totalling the responses to Item Six of the Communication

Recoré Fornm.

Role Satisfacticn

Role satisfaction is defineé as the cdegree to which an
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individual perceives his occupation to be acceptable to him and was

measured by totalling the responses to the Questionnaire.

Conclusion

Although the research design and the method for the collection
of the data are quite simple and straightforward, the emphasis is
on the contention that individuals are the best judges of their own
feelings about the world around them. It is futile to state that
person A is more satisfied with his situation than is person B, since
no external criterion can be applied to human satisfactioﬁ. However,
as Herzberg maintained, "“an internal criterion"3 exists in all people
and a person is actually satisfied to the extent that he perceives
himself to be satisfied. #An outsider can only estimate the degree of
satisfaction felt by another. The questionnaire and the Communication
Record Forms guantified the individual's satisfaction according to the

individual's own internal criteria.

Summary
This chapter has outlined the design of the research, the
constitution of the sample, and the method used in the collection of

the raw data.

Chapter IV contains a restatement of the Zour major hypotheses

ané the relateé hvpotheses. This is followed dy a secticn on the testing

3

wwpotheses ané a éiscussion of the findings. The final gart of

of the

I3

the chapter is devoted to a detailed analysis of the Ccmmunication

Recoré Forms ané an analysis of the guestionnaire.




CHAPTER IV

ANALYSIS OF THE DATA

I. HYPOTHESES

The hypotheses were derived directly from the stated

problems of the study.

Hypothesis One

Role satisfaction of those in the post-secondary institutions,
that is, the presidents, the staff, and the students, as measured by
the Questionnaires, is positively correlated with satisfaction felt
with communications in the post-secondary institutions, as measured

by the Communication Record Form.

Hypothesis Two
Role satisfaction of the president of the post-secondary
institution, as measured by the President Questionnaire, is positively
correlated with his satisfaction with communications in the post-

secondary institution, as measured by the Comnunication Record Form.

Hypothesis Three

Role satisfaction of the staff of the post-
secondary institution, as measured by the Staff Questionnaire, is
positively correlated with the satisfaction felt with communications
in the post-secondary institution, as measured bv the Cozmunication

Recox@ Form.



66

Hypothesis Four

Role satisfaction of the students in the post-secondary
institution, as measured by the Staff Questionnaire, is positively
correlated with the satisfaction felt with communications in the post-

secondary institution, as measured by the Communication Record Form.

II. TESTING THE HYPOTHESES

Testing Hypothesis One

Hypothesis One tentatively suggested a positive correlation
between the role satisfaction of presidents, staff, and students in
the post-secondary institutions and their satisfaction with communica-

tions in the post-secondary institutions.

The Average Communication Satisfaction Scores of each
subject were calculated, as described in the previous chapter. These
scores were then correlated with the subject's role satisfaction
score as measureé on the Questionnaires. Using a Pearson product-
moment correlation a positive correlation of .480 was found between
the two variables. This is significant beyond the .01 level of
conficdence, according to Ferguson.1 The research hypothesis was

accepted.

Testing lHvpothesis Two

tive

Hypothesis Two made the tentative suggestion that a posi

lg. Fercuson, Statistical pnelvsis in Pswcheleocy andé
Educaticn. lew Yorx: McGraw-zill, 1¢3¢, p. 215, Teble F, TCriticel
Values of the Correlation Coefiicient™.
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correlation existed between the role satisfaction of presidents of
post-secondary institutions and their satisfaction with communications

in the post-secondary institution.

The previously calculated Average Communication Satisfaction
Scores of the presidents and their role satisfaction scores from the
President Questionnaires were correlated using a Pearson product-
moment technique. A positive correlation of .925 was found between
the two variables. This is significant beyond the .01 level of

confidence and gave grounds for accepting the researchn hypothesis.

Testing Hypothesis Three

Hypothesis Three tentatively suggested a positive
correlation between the role satisfaction of staff members in the post-
secondary institution and their satisfaction with communications in

the institution.

The Average Communication Satisfaction Scores of the
participating staff members were correlated with the same indivicdual's
scores on the Staff Questionnaires. The communication satisfaction
scores of the staff were then correlated with their role satisfaction
scores using a Pearson product-moment. A positive correlation of .4°9
was found between the two variables. This is significant beyond the

.0l level of confidence. The research hypothesis was thus accepted.

Hypothesis Four suggested that 2 positive corrclation cxisted

between the role satisfacticn of students in the post-scconcdary

P
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institution and their satisfaction with communications in the

institution.

The role satisfaction of each student was calculated from
the Student Questionnaires; this was then correlated with the student's
Average Communication Satisfaction Score using a Pearson product-moment.
A positive correlation of .429 was found between these two variables
which is significant beyond the .0l level of confidence. On this

basis the research hypothesis was accepted.

Discussion

Table II summarizes the Pearson product-moment correlations
that were founéd between the two variables, role satisfaction, as
measured by the scores on the Questionnaire, and communication

satisfaction, as measured by Item Six of the Communication Record

Form.
TABLE II
CORRELATIONS BETWEEN ROLE SATISFACTION
AND COMMUNICATION SATISFACTION
Eypothesis Group N r
Onc All Subjects 137 .480%*
AT Presidents 5 .925*
Three Staff 50 .49¢*
Four Stucents 82 .42%8*
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The data indicate that a significant positive correlation
exists between role satisfaction and satisfaction with communications
as experienced by presidents, staff, and students in post-secondary
institutions as measured in the study. The data do not suggest that
role satisfaction is entirely dependent upon satisfaction with
communications. Other factors undoubtedly have a bearing on role
satisfaction. However, the data do support the contention that
communications may be a factor in the role satisfaction of those in

the post-secondary institution.

The high correlation found between the role satisfaction
of the president and his satisfaction with communications may
indicate that the president perceives his role in terms of his
interactions with others, certainly most of his behavior in his

role is concerned with communications.

The role satisfaction of the staff and the students also
showed a high correlation with their satisfaction with communications.
The speculation could be made that staff and students are also
concerned with factors other than communication that affect their
roles. The discussion of the factor analysis of the Questionnaire
later in this chapter includes an analysis of communication satisfaction

when correlated with other factors that may influence role satisfaction.
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and the satisfaction felt with communications between certain groups

would be postively correlated. The correlations calculated were as

follows:
Communication

Role satisfaction of: satisfaction with: r b N
(1) President and Staff .990 40 5
(2) President and Students .860 15 5
(3) President and Community .781 50 5
(4) staff and Staff .446 289 50
(5) staff and Students .453 183 50
(6) Staff and President .450 24 24
(7) staff and Community .002 89 S0
(8) Students and Staff -141 506 82
(9) Students and Students .570 642 82
(10) Students and President .005 13 13
(11) Students and Community .135 330 82

In each of the above pairs, the role satisfaction scores
of the members of the first group were correlated with their communica-
tion satisfaction scores, f£rom the Communication Record Form, when a
communication episode took place with a member of the second cgroup.

These data were taxken from Item Two (position of cther person, president,

th

student, staff, other) ané from Iten Six (satisfaction felt with that
communication) of the Communication Recoré Form, ané frecm the role

satisfaction scores cn the Questionnaires. & Pearson product-zmoment



TABLE III

CORRELATIONS BETWEEN ROLE SATISFACTION

AND COMMUNICATION SATISFACTION

AS EXPERIENCED BY GROUPS

Role Satisfaction of: Communication Satisfaction
with:
(N)
President Sstaff Students Conmaunity

President .990%* (5) .860* (5) .781** (5)
Staff _450** (24) .446*(50) .453*(50) .002 (50)
Students .005 (13) .141 (82) .570*(82) .135 (82)

* p < .01

**p< -05

Discussion of Group-with-Group Results

pPresidents with presidents. The Communication Record Forms

received from presidents recorded no contact with other presidents.

Presidents with Staff. Forty forms (38 percent) were

received f£rom presidents recording comaunications with staff members.

his satisfaction with these staff communications and a correlation of
.990 (p < .01) was found. This high correlation would indicate that

the presicdent's communications with his staff play 2 very importan
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and their intercommunications. He may expect his staff to respond
to his communications with them by acting upcon his communications and
by receiving feedback from them which may also give him an indication
of the extent to which the institution is achieving its goals. 1In

this way the president perceives his satisfaction with his role.

Presidents with students. A correlation of .860 (p < .01) was

found between tne president's role satisfaction and his satisfaction
with communications with students. This high correlation would
suggest that the president's communications with students have an
important effect upon his role satisfaction. This might be expected
since the students in the post-secondary institution are the reason
for the existence of the president's role. A point of interest is
that only fifteen communications with students were recorded by
presidents participating in the study. Apparently, presidents have
few personal contacts with students, being involved with administrative
details, not necessarily by choice. The fact that few communications
with students were recoréed (14 per cent) does not mean that
presidents are rarely in touch with students; it merely means that

few were recorded during the time of the present study. However, the
number of communications recorded by stucents with presidents was also

very low (less than 1 percent) .

Presidents with the comrmunity. Presidents participating in

Py

0

the study recorded f£ifty communications (48 per cent) with outsid
individuals ané acencies. The presicdential satisfaction with role

and satisfaction with these ccz=unications gave 2 correlation of
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.781 (p < .05), indicating that communications with these outside
contacts, but within the relevant environment of the post-secondary
institution, are very important to the role satisfaction of the
president. The presidents recorded a greater number of communications
‘with groups outside the insti£ution than they recorded with either of
the groups within the institution. The high numdber of such communica-
tions and the high correlation that was found would indicate that the
president of a post-secondary institution may find that part of his
role as president is his function in liaison activities between the

institution and its environment.

Staff with president. The role satisfaction of the

participating staff members, when correlated with their satisfaction
with the twenty-four (4 per cent) recorded communications with
presidents, gave a correlation of .450 (p < .05). Rapport and
compatability of institutional goals and policies play an important
part in the satisfaction felt by the staff with the leader, with the
institution, and with their role in the institution. The correlation
in this case indicated that communications between the president and
his staff have a significant bearing on the role satisfaction of the

staff.

Staff with Staff. & correlation of .446 (p < .0l) was

found between the role satisfaction of staff mexmbers and the two

ecordeéd communications (50 per cent) with other
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exchange information and ideas on their common environment and on the
students with whom they work. Through these communications, staff
members perceive the role expectations that their peer-group holds
for each staff member and the degree to which each member is
fulfilling the role expectations that are held for him, both socially
and professionally. Satisfaction with communications with other

staff members have an important influence upon staff role satisfaction.

Staff with students. The role satisfaction of staff members,

when correlated with satisfaction felt with communications with
students, gave a correlation of .453 (p < .0l). One hundred eighty-
three communications (31 percent) with students were recorded by the
participating staff members. The role of the staff member depends
upon the students for its very existence. The teacher may be more
effective if he feels rapport with his students when teaching in the
classroom and when interacting with the students out of the classroom.
The satisfaction with his role that is felt by the staff member is
influenced by the degree to which the students accept him and by the
results he achieves through his efforts in teaching the students.
The satisfaction that 1is experienced by the staff member with these
communications has a very important influence upon his satisfaction

with his role.

taff with ccmmmunity. Eighty-nine instances (15 per cent)

£

of communication episodes were recordedé by the participating staff
mexbers with outside individuels ané agencies. A correlaticn of

.002 (p % 0) was founé between these cemmunicaticns ané the role
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satisfaction of the staff members. The results indicate that although
communications may be fairly freguent between staff members and the
community, the satisfaction felt with such communications has no
bearing upon the satisfaction that the staff member may feel with
his role in the college. The president's communications with the
community showed a strong correlation and it was speculated that such
interactions are perceived by him to constitute part of his role as
president. In the case of the staff member, it would appear that he
regards the community as a separate entity with little or no influence

upon his satisfaction with his role as a staff member.

Students with president. Participating students recorded

only thirteen communication episodes with presidents, (< 1 per cent),
in a total of almost fifteen hundred communications. The correlation
between students role satisfaction and satisfaction with communications
with presidents was found to be .005 (p ~ 0). Students do not appear
to have very frecuent personal interactions with the president of the
college and interactions that do occur appear to have no influence

upon the role satisfaction of the students. The presidents'
satisfaction with role was found to be positively and significantly

correlated with satisfacticn with communications with students.

Students with staff. Five hunérecé ané six communications

were recordeé by participating students with staff members (24 per cent).

A correlation of .141 (p 4 0) was found between the role satisfaction
of students ané their satisfaction with these communications witd

staff members. A hicher correlation than this might have been
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with staff members. However, the results indicate that students'
satisfaction with communications with staff members do not have a
significant effect upon their role satisfaction. The role satisfaction
of staff members was found to be significantly correlated with their
satisfaction with communications with students, but, as with the
president, interactions with students influenced the staff and president

to a greater extent than students were affected by such communications.

Students with students. Six hundred and forty-twe (43

per cent) communications were recorded by participating students

with other students. A correlation of .570 (p < .01) was found
between the role satisfaction of students and their satisfaction with
communications with other students. Students spend all of their
academic life and much of their social life in the company of other
students and there are freguent communications among them. These
communications may affect the student's feeling of belonging to his
society and his role in that society. The results indicate that
satisfaction with communications with other students is very important
to the role satisfaction felt by students. DNon-significant correlations
were found between stucdents' role satisfaction ané their satisfaction
with communications with the presicdents and with the staff. The

three correlations reflect the strong influence of the peer-grcup, as

ccmpareé with other groups, upon students.

secondary institution were recorced by participating students. A
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correlation of .35 (p ~ 0) was found between the role satisiaction
of students and their satisfaction yith communications with the
community. The results indicate that students' role satisfaction 1is
not significantly influenced'by outside communications although such
communications may be quite freguent. Perhaps students consider the
relevant environment that exists outside the post-secondary institution

to be in an entirely different world from that of the college, each

with its own standards and expectations.

Summary
The related hyéotheses suggested that there existed a
significant positive correlation between the role satisfaction of
groups of presidents, staff members, and students, as measurxed by
the Questionnaires, and the satisfaction with ccmmunications of

these groups with each other and with the community, as measured

by Item Six of the Communication Record Form.

Seven of the eleven hypotheses showed a significant positive
correlation, ané the research hypothesis was accepted in each of these

cases. In the four remaining hypotheses a positive andéd significant

correlation was not found ané the research hypothesis was rejected



staff with students

students with students

Rejected hypotheses: - staff with community
students with president
students with staff

students with community.

The results of the correlations that were found in the
analysis of the related hypotheses indicate three main findings
between satisfaction with role and satisfaction with communications:
(a) the president of the post-secondary institution is affected by
communication interactions with all groups within his college and by
its relevant environment. That is, the president's role
satisfaction is related to his satisfaction with communications with
all groups within and outside the college.

(b) fhe role satisfaction of staff members appears to be related to
satisfaction with communications within the college but not outside
the college.

(c) the role satisfaction of students, according to the results
found in this study, is significantly related to satisfaction wit!
communications with other students. Non-significant correlations we

found with other groups.

IV. ANALYSIS OF THE QUESTI NRAIRES

-4
i
i

A Gescription of methods that were tsed to establish
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stability, face validity, content validity, and construct validity of
the questionnaires will be found in the report of the pilot study in

Appendix D.

The Staff Questionnaire consisted of twenty three items,
each of which asked the respondent for a reacticn on a seven-point
scale from "satisfied" to "dissatisfied"; two of the items asked
directly for satisfaction with communications in the college. The
remaining twenty-one items purported to measure satisfaction with
seven factors that have been recognized by researchers as affecting
the role satisfaction of an individual (supra., p. 48). These factors
were; (a) content of work; (b) organization and aéministration;

(c) salary and other benefits; (d) coworkers; (e) opportunity

for advancement; (f) working conditions; and, (g) supervision.

The questionnaire was designed so that each of the sewven

factors was represented by three items, as follows:

(a) content of work: Items 1, 4, 18
(b) organization anéd aéministration: tems 5, 9, 16
{c) salary ané other benefits: tems 3, 17, 21
(é) coworkers: Items &8, 19, 20
(¢} cprortunity for advancement: Iitems 2, 10, 11
() working conditions: Items 7, 14, 15

{g) supervision: Items 6, 12, 132.




correlations between these sub-scale items and other sub-scale items.

TABLE IV

CORRELATIONS BETWEEN SUB-SCALE ITEMS

Factor Items b Items x Items bq

Organization and admin. 5, 9 .342% 9, 16 .391 5, 16 .463

Salary and other benefits 3, 17 .795 17, 21 .585 3, 21 .54¢

Coworkers 8, 19 .440 19, 20 .450 8, 20 .686
Advancement 2, 10 .715 10, 11 .603 2, 11 .718
Supervision 6, 12 .74 12, 13 .694 6, 13 .640
Working conditions 7, 14 .368 14, 15 .342* 7, 15 .628
Content of work 1, 4 .782 4, 8 .507 1, 8 .652

* not significant at the .0l level (.354)
The correlations between within-factor items indicate a high degree

of internal consistency.

validitv. (Factor analysis). A factor analysis computer

progran was used to identify items which cluster under certain factors.

)

he program called for seven factors, which successive rotations

reducedé to three.

Extensive use of electronic computers in factor analysis hes

umber of fuctors accepted should

o]

leé rescarchers to recc=mend that the

be ecual to the number of elgenvalues greater than one.?2 The factor

. iHarman, Mcéern Factor analvsis. Chicaco, Unlversity OF
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analysis of the Staff Questionnaire produced five eignevalues greater
than one and revealed that items on the questionnaire tended to cluster
under five factors: (a) organization and administration; (b) salary
and other benefits; {c) coworkers; (d) advancement; and,

(e) supervision.

Table V shows the factors, the items representing those
factors, the loadings of those items, and the percentage of total
variance after three rotations. Those items with factor loadings of
less than .500 were deleted from further analysis, and factors with
fewer than two items with factor loading.s of at least .500 were
deleted. On these bases, Item Five was rejected as were the factors

concerning working conditions and content of work.

The factor analysis was conducted on the staff questionnaire
in order to identify factors that contribute to role satisfaction.
These factors were then correlated with communication satisfaction.
That is, the scores of participating staff members on the items
representing the identified factors on the cuestionnaire were correlated

with their scores on the Communication Record Forms.

Correlations Betwcen Role Satisfaction Factors ané Communication

Satisfaction

; Pearscn product-mcement correlation computer program was

ro correlations between factor satisfaction scores
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{as mcasured by the staff vestionnaire on item-clusters of the
guestionnaire that had deen identified in the factor analysis) and

cozmunication satisfacticn scores (as measured D¥ Ite= Six of the
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T2ABLE V

FACTOR LOADINGS OF ITEMS

Percentage of

Factor Items Loading Total Variance
5 .490%*
Organization and
Administration 2 -656
16 .747 9.522
3 . 869
Salary and Other
Benefits 17 -884
21 .752 ] 17.800
8 " .898
Coworkers 19 .552
20 .802 14.170
2 . 888
Opportunity for 10 738
Advancement
11 .848 . 14.053
6 .771
Supervision 12 .828
13 . 845 21.550
7 .403%
Conditions of Work* 14 .064*
15 .590 2 rotations
1 .589
Content of Work* 4 .375*
8 .105* 1 rotation

* deleted
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Communication Record Form).

Table'VI shows the correlation that resulted between

role satisfaction factors and communication satisfaction.

The findings would seem to indicate that some factors
affect the role satisfaction of an individual to a greater extent
than do other factors. The following discussion does not intend to
suggest that the factors analysed are the only factors that may
affect the role satisfaction of the individual. Two of the items on
the questionnaire asked the respondent to assess his satisfaction

with communications. This factor appears in Table VI.

TABLE VI
CORRELATIONS BETWEEN SATISTFACTION

FACTORS AND COMMUNICATION SATISFACTION

Correlation ¥With
Factor items Communication
Satisfaction

Organization and

IS . 9, 16 .415*
Administration

Salary ancé other

y e = 3, 17, 21 .203
Beneflts
8, 12, 20

Coworkers ! ‘ .786*
Opportunity for -
o =S 2, 10, 11 .255
ncvancenment

Supervision 6, 12, 13 .621*
Coz=munications 22, 23 .2452*
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Discussion of Correlations

Organization and administration. Items 5, 9, and 16 of the

Staff Questionnaire were designed to measure the degree of sa;isfaction
with the organization and administration of the post-secondary

institution on the part of staff members. Item S was dropped from

the factor cluster since it showed a loading of less than .500. The
correlation of .415 (p < .0l) that was found between satisfaction with

the organization and administration factor and satisfaction with
communications in the post-secondary institution indicates that staff
members perceive their satisfaction with organization and administration

as being significantly influenced by their satisfaction with communications.
The organization cannot be operated, nor can it be administered,

without communications.

Salary ané other benefits. Items 3, 17, and 21 of the Staff

Questionnaire were designed to disclose the degree to which staff
members were satisfied with salary and other benefits that are
inherent in their positions. A correlation of .203 (p X 0) was

found between staff satisfaction with pay and other benefits, and

satisfaction with commmunications.

Coworkers. Items 8, 19, and 20 were desicned tc £iné the
satisfaction felt by staff mexbers with their coworxers. A correlation
of .78C (p < .0l) was found between staff satisfaction with their

coworxers and staff satisfaction with ccmmunications. Faculty memters
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are an integral part of these interactions among staff members and
it might have been expected that a significant correlation should
exist beéween satisfaction with coworkers and satisfaction with

communications.

Opportunity for advancement. Items 2, 10, and 11l of the

Staff Questionnaire purported to elicit feelings of satisfaction of
staff for their opportunities for professional advancement. A
correlation of .255 (p ~ 0) was found between the satisfaction with
communications of staff members and their satisfaction with opportun-
ities for advancement. This is not a significant correlation and

it may be concluded that satisfaction with communications has little
effect upon their satisfaction with opportunities for advancement.

A staff member may perceive his advancement opportunities in the light
of promotion and recognition, which would presumably involve
satisfying communications. However, the data that were gathered in

this study did not include such communications.

Supervisiocn. Items 6, 12, and 13 of the Staff Questionnaire
were designed to assess the degree of satisfaction felt by staff
members with the supervision in the post-secondary institution. &

correlation of .63l (p < .01) was found between staff satisfaction

college. Teach
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an educational institution, not necessarily a strict and restrictive
bureaucracy, but rather supervisory policies and behavicrs that
prevent anarchy thrcuch reasonable rules ané regulations for stafif and

for students. Sugervision in the post-secondary institution, andé in
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any organization, can only be operationalized through communications.
The results indicate that staff members perceive their satisfaction

with supervision as related to their satisfaction with communications.

Communications. Items 22 and 23 of the Staff Questionnaire

simply asked the respondents to assess their satisfaction with
communications in the institution. The questions asked the degree of
satisfaction with the amount of communications and satisfaction that
one's communications were understood by others. A correlation of

.948 (p < .01) was found between staff satisfaction with communications
as measured by the Communication Record Forms, and communications as

a factor in the staff questionnaire. The extremely high correlation
that was calculated between these two variables was hardly unexpected
since both measure satisfaction with communications, although the data

came from different instruments.

Summary

The satisfaction felt by staff members with the five factors
that were identified by the factor analysis of the cuestionnaire were
correlated with the staff satisfaction felt with communications as
measureé by the Communication Record Ferms. Factors concerning
organization ané adnministration, céwo:kers, and supervision cave
significant positive co::elatiqns beyond the .01 level of conficdence.

Those factors concerned with salary ané cther benefits, and
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do those factors of a more impersonal nature.

The President Questionnaire

The presidents' gquestionnaire was virtually the same as the
staff questionnaire with a few minor changes in phraseology; the
same items evoked satisfaction with the same factors felt by presidents
as felt by staff. Since only five presidents were involved in the
study, it was not possible to perform a factor analysis on the twenty-
one items of the presidents' questionnaire. However, since the staff
questionnaire and the president questionnaire are so similar,
including the numbering of items, the items that were identified as
clustering under certain factors in the factor analysis of the staff
questionnaire were also used in the calculations of correlations between
the satisfaction of presidents with communications and their satis-

faction with the identified factors on the president guestionnaire.

Correlations Between Factors and Communication Satisfaction.

A Pearson product-moment computer program was used to
‘calculate correlations between factor satisfaction scores (as measured
by responses to the president guestionnaire on items on item clusters
that had been identified in the factor analysis) and communication
satisfaction scores (as measured by Item Six of the Communication

Record Form).

Table VII shows the correlation coefficients that were found

in this analysis. Items Twenty-two ané Twenty-thre
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the Cozmunications factor simply askedé the president to assess his

satisfaction with communications in the collece.
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TABLE VII
CORRELATIONS BETWEEN SATISFACTION BY

FACTORS AND COMMUNICATION SATISFACTION

Correlation With

Factor . Items Communication
Satisfaction
Organization and 9, 16 .425
Administration

Salary and other

*
Benefits 3,17, 21 -828
Coworkers 8, 19, 20 L7727*
Opportunity for
advancement 2, 10, 11 -281
Supervision 6, 12, 13 . 000
Communications 22, 23 .968%**
*p < .05
*tp < _01

Discussion of Correlations

Organization and agministration. Items S, 9, and 16 of the

presidents' questionnaire were esigned to determine the degree to
which the presicdent was satisfied with the organization ané its
administration. Item Five was dropged Ifrom the factor cluster since
it showed a loading of less than .500 on the factor analysis. The
correiation of .425 (p x 0) that was foundé detween s risfaction with

the orcanizaticn andé administracion factor ané satisfaction with
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presidents do not perceive their satisfaction with organization and
administration as being related significantly to their satisfaction
with communications. The sample of presidents was very small, five in

number, and a high correlation coefficient is required for significance.

Salary and other benefits. Items 3, 17, and 21 of the

president questionnaire were designed to disclose the degree to which
presidents were satisfied with salary and other benefits that may be
connected with their position. A correlation coefficient of .828

(p < .05) was found between presidents' satisfaction with communications

and satisfaction with salary and other benefits.

Coworkers. Items 8, 19, and 20 of the president guestionnaire
were designed to f£ind the satisfaction felt by presidents with their
coworkers. A correlation ccefficient of .777 (p < .05) was found
between presidents' satisfaction with communications and their
satisfaction with coworkers. The president administers the college
through his staff, with whom he must work in close cooperation and with
mutual respect. The staff and the president communicate with each
other frecuvently and the president's satisfaction with these
communications may be expecteé to have a bearing upon his satisfaction
with his coworkers. The correlation of .777 indicates that the
president's satisfaction with communications is related to his

satisfaction with his coworkers.
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correlation of .281 (p %~ 0) was found between the satisfaction of
presidents with communications and their satisfaction with opportunities
for advancement. This is not a significant correlation coefficient and
it may be concluded that the president's satisfaction with communications
is not related to his satisfaction with advancement opportunities.

A president cannot advance in the post-secondary institution because

he is at the top of the hierarchy and therefore may perceive few

opportunities for advancement.

Supervision. Items 6, 12, and 13 of the president
guestionnaire were designed to assess the degree of satisfaction felt
by presidents with the supervision of the college. A correlation
coefficient of .00 (p = 0) was found between the president's
satisfaction with supervision and his satisfaction with communications.
A higher correlation than zero was anticipated (in spite of the small
number of presidents) between the two variables since supervisicn does
take place in the post-secondarxy institution and it takes place
through communications. Possibly, the president and his staff set
policies and rules and regulations, but the administration of the
supervision of students and staff members is carried out by the
administrative staff nembers, while the president attends to other

administrative cdetails and has little connection with actual super—
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to be understood by others. A correlation of .968 (p < .0l) was
found between the satisfaction of presidents with communications, as
measured by the Communication Record Forms, and communications
as a factor on the president questionnaire. The extremely high
correlation coefficient that was calculated between the two variables
was anticipated since both measure satisfaction with communications

although the data were from different sources.

Summary

The five factors that were identified in the factor analysis
of the staff questionnaire were also used in the calculation of
correlation coefficients between the same factors from the president
questionnaire and the presidents' satisfaction with communications.
There were only five participating presidents and this small number
does not lend itself to a factor analysis of a cuestionnaire consisting
of twenty-six items. The items on the president cuestionnaire were

very similar to those on the staff questionnaire, including the

numbering of the items.

Because the number of participating presidents was small,
a high correlation coefficient was recuired for significance. Only
‘three of the six correlations were found to be significant, two at
+he .05 and one at the .01 levels of confidence. The high correlation

between presidents' satisfaction with communications, as measureé DY

th

tems 22 ané 23 of the president cuestionnaire, ané satisfaction with

[

cocmunications as measured by the Cezmunication Recoré Form was

s - ' s : R . . g ' eies B
anticizatec. Toe nigh correlation between the president's satislaction

with com=unications ané his satisfaction with his coworkers may be the
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most meaningful of the correlations that were calculated. If this is
the case, it may suggest that personal factors are of prime importance
to a president's satisfaction with communications in the post-secondary

institution.

The Student Questionnaire

The student guestionnaire consisted of twenty-three items,
each of which asked the respondent for a reaction on a seven-point
scale from "satisfied" to "dissatisfied." Two of the items asked for
satisfaction with communications in the college and the remaining
twenty-one items purported to determine sétisfaction with seven
factors that have been recognized as affecting the role satisfaction
of an individual (supra., p- 69). These factors were: (a) content
of work; (b) organization and administration; (c) salary and other

benefits;: (@) coworkers; (e) opportunity for advancement;

(£) working conditions; and, (g) supervision.

The student guestionnaire was designed so that each of the

factors was represented by three items, as follows:

{(2) organization andé acministration: tems 4, 7, 12
{(b) salary and other benefits: Items 3, 9, 17
(c) supervision: Items 15, 18, 19
(é) content of work: Items 10, 14, 22
(e) coworkxers: tems 5, 2, 20
() working concditions: Items 2, 12, 16
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Reliability. (Internal consistency). The internal
consistency of the students questionnaire was established by
correlating the correlation coefficients between items that represent
the same factor. Table VIII shows the correlations between these

sub-scale items and other sub-scale items.

TABLE VIII

CORRELATIONS BETWEEN SUB-SCALE ITEMS

Factor Items r Items r Items r

Organization and
7 R . ‘ .
Administration 4, 723 7, 12 582 4, 12 770

Salary and Other 3, 9 .364 9,17 .346 3, 17 .898

Benefits

Supervision 15, 18 .734 18, 19 .579 15, 19 .493
Content of Work 10, 14 .407 14, 22 .652 10, 22 .440
Coworkers 5, 8 .395 8, 20 .191* 5, 20 .391

*

Working Conditions 2, 13 .530 13, 16 .317 2, 16 .270

Opportunities for

= 1, 6 .310 6, 11 .309 1, 11 .310
Advancement

* not significant at the .01 level (.283)
The correlations between sub-scale items show a high degree of

internal consistency.

Validity. (factor analysis). A factor analysis computer
= ¥ 3

program was used to icdentify ltems which clustered under certazin

facters. The orogram called for seven factcors which successive
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rotations reduced to three. The factor analysis revealed that the

items clustered under six factors.

Table IX shows the six factors, the loadings of the items
representing the factors, and the percentage of total variance after
two rotations. Those items with factor loadings of less than .500
were deleted from further analyses, and factors with fewer than two
items with loadings of at least .500 were also deleted. On these
bases, Items Ten and Twenty were rejected, as was the factor concerning

opportunities for advancement.

The factor analysis was conducted in order to identify
factors in the student questionnaire that would be used in conjunction
with communication satisfaction scores for the calculation of correlation

coefficients.

Correlations Between Factors and Communication Satisfaction

A Pearson product-moment computer program was used to
calculate correlation coefficients between factor satisfaction scores
(as measured by the student questionnaire on item clusters that had been
identified in the factor analysis) ané communication satisfaction

(as measured by Item Six of the Communication Record Form).

Table X shows the correlations between factor satisfaction
ané ccmmunication satisfaction. Items 21 and 23 simply askedé the
respondent nhis satisfaction with cozmunications in the college.

sfaction shew &

pae

The findings incdicate that scme factors in role sat



TABLE IX

FACTOR LOADINGS OF ITEMS
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Percentage of

F .
actor Ifems Loading Total Variance
.898
Organization and 7279
Administration -
12 .741 21.034
.851
Salary and Other
Benefits ° -672
17 .851 13.446
15 .815
Supervision 18 .897
19 .628 12.029
10 .460%*
Content of %ork 14 .695
22 . 896 10.838
.749
Coworkers .792
20 .426% 9.682
2 .695
Conditions of ¥worx 13 .529
16 .795 2.021
1 .339*
Tl 2l S T o o
Opportuntiy -0 6 .457%
Acvancement*
i1 .828 1 rotation




TABLE X

CORRELATIONS BETWEEN SATISFACTION BY

FACTORS AND COMMUNICATION SATISFACTION

Correlation With
Factor Items Communication
Satisfaction

orgenization e RS
s;ii?f’i:‘s‘d Othex 3, 9, 17 .736*
Supervision 15, 18, 1¢° . .592%*
Content of Work 14, 22 .908*
Coworkers 5, 8 .664*
Conditions of Work 2, 13, 16 .313*
Communications 21, 23 .916*

96

The following discussion does not intend to suggest that the

factors that were analysed are the only factors that may affect the
role satisfaction of an individual and his satisfacticn with

comnunications.

Discussion of Correclation

Organization and administration. Items 4, 7, and 12 were

—inistration of the post-sccondary institution.
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A correlation coefficient of .826 (p < .0l1l) was found between students'
satisfaction with the organization and administration factor and
satisfaction with communications. This result would indicate that
students perceive their satisfaction with the organization and
administration of the institution as being significantly related to
their satisfaction with communications. The organization of the

college and its administration is conducted by means of communications.

Salary and other benefits. Although this factor was

designated “salary and other benefits" it should not be inferred
that students receive a salary from the cbllege, rather, this factor
examines the satisfaction of the student with his financial security
and other benefits that may accrue to him as a student. Items 3, 9,
and 17 of the student questionnaire were designed to disclose the
degree to which a student was satisfied with his financial position
and other benefits that he may percéive from the college. The
correlation coefficient of .736 (p < .0l1) that was found between

a student's satisfaction with communications and satisfaction with
financial status and benefits indicates that one variable may be

related to the other.

Supervision. tens 15, 18, ané 19 of the student cuestion-
naire were designed to find the satisfaction felt by students with the

supervision in the post-secondary institution. A correlation coefficien

}s

tn

of .592 (p < .01) was found between students' satisfaction w
satisfaction with communiceticns. Students

may feel that a decree of supervisicn is necessary in an educational
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practices that prevent anarxchy through reasonable rules and the
administration of these rules, for staff and students. Supervision
in the post-secondary institution can only be carried out by means of
communications. The results indicate that student satisfaction with
supervision is related to satisfaction with communications, some of

which are concerned with supervision.

Content gg_work. Items 10, 14, and 22 were designed to

assess the degree to which students were satisfied with the content
of the work in which they were engaged. Item Ten was dropped from
this factor since it had a factor loading of less than .500. A
correlation coefficient of .908 (p < .0l) was found between student
satisfaction with the content of work and satisfaction with
communications. The content of the work that the student performs
(his studies) is of very great importance to him as a means to an end
since; presumably, he is in the college to further his education and
enhance his chances for gaining useful employment. The content of
his work is revealeé to him through communications with his teachers
and mentors ané he perceives his satisfaction with the content of his

work as related to his satisfaction with communications.

Coworkers. Items 5, 8, and 20 of the student guestionnaire
were cdesigneé to find the satisfaction felt by students with their
coworxers. Item Twenty was celeted from this factor since it had 2

factor loading of less than .500. A correlation coefficient of

.664 (g < .01) was foundé between stucdent satisfaction with ccomunications

ané satisfaction with coworxers. Students spend most of their acecemic
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which they enjoy student society and the exchange of ideas within this
society may affect their satisfaction with their role as students.
Communications are the basis of these student interactions; the
significant positive correlation that was found between student
satisfaction with costudents and student satisfaction with
communications suggests that one variable is related to the other.
This correlation may be compared with the correlation between
student role satisfaction and student satisfaction with communications
with other groups; the students-with-students group was the only

significant correlation that was found (supra., p. 82).

Conditions gg_work. Items 2, 13, and 16 of the student

questionnaire were designed to elicit the degree to which students
were satisfied with their working conditions. A correlation of

.313 (p < .01) was found between student satisfaction with conditions
of work and students satisfaction with communications. Although this
correlation coefficient is positive and significant beyond the .01
level of confidence, it was the lowest in the series involving
students. Conditions are part of the physical environment of the
college and certain physical conditions and designs of buildings are
more conducive to comaunications than are others. The correlation
that was founéd suggests that student satisfaction with communications

is relateé to satisfaction with working conditions.

Cozzunications. Items 21 and 23 of the student cuestionnaire

askeé the respcndent to assess the degree to which he was satisfied

astitution as to amount of communications
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and the degree to which he perceived his communications with others toc
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be understood by them. A correlation coefficient of .916 (p < .0l) was
found between the satisfaction of students with communications as a
factor on the students' gquestionnaire and satisfaction with
communications as measured by Item Six of the Communication Record Form.
The extremely high correlation that was calculated between the two
variables was not unexpected since they both measure satisfaction with

communications, although the data came from different instruments.

Summary.

The six factors that were identified in the factor analysis
of the student guestionnaire were each correlated with student
satisfaction with communications as measured by the Communication
Record Forms. Each of the six correlations showed a positive and
significant result beyond the .0l level of confidence. The highest
correlation (excluding the communication factor) was found to be between
the content of work factor and satisfaction with cormunications, wnile

the lowest correlation concerned the conditions of work factor.

Conclusion

Perception of the content of work depends upon the manner in
which it is interpreted to the student and the extent to which he
accepts the interpretation, which involves personal interactions and

communications between individuals. Conditions of work involve the
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satisfaction lead to the conclusion that, generally, there is a high
positive correlation between satisfaction with communications and those
factors that involve human interactions, such as coworkers, supervision,

and organization and adéministration.

One correlation coefficient was found to be positively
significant and common to the three groups, that involving coworkers.
The conclusion may be drawn that, since communications are an integral
part of the life of the post-secondary institution, and since
compatibility with coworkers is an important factor in role satisfaction,
communications with coworkers influences the role satisfaction of an

indivicdual at any level in the post-secondary institution.

V. ANALYSIS OF THE

COMMUNICATION RECORD FORM

Frecuencies of Responses

The Communication Recoxd Form was designed to determine
frecuencies of ccomunications in the post-seconary institution, with
whom such commmunications took place, the reason for the communication,

the satisfaction Zfelt with the communication, and other details as

recuested te use one Ioxrm forx each ¢ unication in which the:

3]
)
(o}
H
th
.4
<
14
0‘
n‘l
]
¢
3
1]
Al
YU
(Y]
.—0
2
-
’l-
o]
o0
'J
<
’-l-
o)
[
[sU
V=
G}

participated curing a e

assu=ed that the Gwenty Zorms would include all communications during



102

the period of the study. However, it was expected that twenty forms
would yield a fairly clear picture of communications frequencies and

patterns, at least as far as the sample was concerned.

Subjects were asked to record information in the following
categories on each communication: (1) Type of contact (letter or
memo, group or individual, telephone, oral, written, or other):;

(2) Position of other person (president, staff, student, or other);

(3) Contact initiated by self or other; (4) Type of activity
(administration, instruction, discipline, public relations, curriculum,
other); (5) Purpose of episode (giving or receiving infbrmation,
giving or receiving instruction); (6) Satisfaction felt with the

communication (on a ten-dimension seven-point scale); and,

(7) A formal or informal communication.

Table XI shows the number of participants in the study and
the number of completed Communication Record Forms that were received
from each group. Each of the five presidents submitted the- recuested

twenty forms; the overall average number from all groups was sixteen.

TABLE XI

CCMPLETED FORMS RECEIVED

Groug N vg;bmiti:zms Average
Presidents 5 100 20
Stafsf 50 625 12.5
Students g2 1458 17.8

Total 137 21g3 16
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Respondents were asked to check all items on the form that

applied to the communication. Naturally, more than one ftem in some

categories were checked. Table XII shows the frequencies of items in

categories.
TABLE XII
FREQUENCIES OF ITEMS IN CATEGORIES
Category Presidents Staff Students
£ £ £

1. Type of Contact 143 808 1688
2. Position of Other 106 585 1421
3. Initiated by 100 625 1458
4. Type of Activity 139 679 1398
5. Purpose 184 736 1793
6. Satisfaction 100 625 1458
7. Formal/Informal 100 625 1458

TOTALS 872 4683 10744

A1l forms received were checked at least once in each

category. The following tables indicate tnhe freguencies and

frecuencies ané percentagcs of different types of contacts that w

percentaces of items within categories. Table XIII shows the

1
Il
o

reoorted. A contact coulé be, for instance, a letter cr mexc, written,

conzact. The fata reveal that oral individual contacts were the moOst
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frequent at each level.

TABLE XIII

FREQUENCIES OF TYPES OF CONTACTS

1. Type of Contact President Staff Students

f 3 £ % £ %
Letter or memo 21 14.7 58 7.2 123 7.4
Group contact 26 18.2 129 16.0 306 18.3
Individual contact 28 138.6 260 32.2 450 25.9
Telephone 21 14.7 109  13.5 301 17.9
Oral 32 22.4 230 28.4 432 25.7
Written 15 10.5 22 2.7 75 4.6
Other 0] (o] 0] (o] 1 .06

143 808 1688

Respondents were not reguested to record certain types of contacts and
it is possible that, since the oral individual type occurred most

frequently, that it may also be the preferred type.

Table XLV shows the position of the person with whom the

communication was macde, and the frecuency ané percentage of these

contacts. The results incdicate that, acceréinc to the data that were
gathered in this study, presidents cocmmunicate more frecuently with
outside agencies and indivicduals than they coomunicate with the croups
within the post-secondary institution; that staff contact cther stafs
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with other students.

TABLE XIV

FREQUENCIES AND POSITIONS OF CONTACTS

2. Other Person President Staff Students
£ % £ % £ %
President 0 0 24 4.1 13 .9
Staff 40 38.0 289 49.5 506 34.1
Students 15 14.3 183 31.2 642 43.1
Other 50 47.5 89 15.2 330 22.1
TOTALS 105 585 1491

Table XV shows the freguencies and percentages of self-
initiated and other-initiated communications of presidents, staff,
and students. Presidents and students appear to record significantly
more communications that are self-initiated than other-initiated while
staff members recorded slightly more other-initiated contacts. The
. frequencies shown in the table ref}ect the communications that were
recoréed during the study; the differences between self- and other-
initiated communications are not great and it is possible that in the
post-seccndary institution the number of comnunications are fairly

ecually divided between self- ané other-initiated.
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TABLE XV

FREQUENCIES OF INITIATORS

3. Contact Initiated President Staff Students
By: £ % £ % £ %
Self 54 54.0 309 49.5 789 S54.1
Other 46 46.0 316 50.5 669 45.9
_TOTALS 100 625 1458

The fourth category concerned the type of activity that
the communication involved. Table XVI shows the type of activity,
its fregquency, and the percentage of that type. The results indicate
that presidents participate in administrative communications more
than any other type. This result may have been anticipated since the
president's role is primarily administrative. Staff and students
recofded instructional communications most freguently. 1In all cases
the disciplinary activity was the least freguently mentioned. Perhaps
deportment of students is not a problem in the post-secondary
institution. The activities in the "other" item included such matters

as staff meetings, puxchases, consultations, and social activities.

The fifth category of the Communication Recoré Form

concerneé the purpose of the communication. Table XVII shows the

frecuencies of purposes ané their percentages. The results reveal that

-

0

presidents andé staif members participate in more giving informatiocn

episcdes than in receiving informaticn episcces and in more giving
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TABLE XVI

FREQUENCIES OF TYPES OF ACTIVITIES

4. Type of Activity President Staff Students

£ % £ % £ %
Administration 58 41.7 153 22.6 122 8.8
Instruction 8 5.7 168 24.8 401 28.8
Discipline 6 4.3 21 3.1 29 2.1
Public Relations 21 15.1 74 10.¢ 356 25.4
Curriculum 19 13.6 135 19.8 287 20.5
Other 27 l1e.4 128 18.8 203 14.5

TOTALS 139 679 1398

instruction episodes than in receiving instruction episodes. Students
appear-to engage in more reception of information and instruction than
in giving information and instruction. These results may have been
anticipated since it is generally accepted that the student's role is
to receive instruction ané information while the role of the faculty is

to give instruction and impart information.

The sixth category concerned the assessment by the respondent

Loer’

of his satisfaction with each communication. The cata

b

rom tniis
categorv were used in the analyses that have already been discussed and

in those later in this chapter.

f'

The seventh, ané £inal, category on the form asxed the

responéant if the communication w for=al or informal. Tadble XVIIZ
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TABLE XVII

FREQUENCIES OF PURPOSES OF EPISODES

5. Purpose of President Staff Students
Episode £ % £ % £ %
Giving Information 84 45.5 338 46.0 642 35.8
Receiving Information 71 38.6 278 37.8 703 39.2
Giving Instruction 24 13.0 102 13.9 184 10.3
Receiving Instruction 5 2.7 18 2.5 264 14.7
TOTALS 184 736 1793

shows the frequencies and percentages of formal and informal contacts.
Each of the groups participated in more informal than formal communi-
cations. An interesting explanatory note was received from one college
to the effect that initial communications are frecuently informal but

may be formalised later in official or directive form.

TABLE XVIII

FREQUENCIES OF FORMAL AND INFORYMAL ZPISODES
7. Presidents Staf¢ Students
£ % £ % b %
Tormal 49 42.0 30¢ 49.5 615 42.2
Informal S1 51.0 316 50.5 243 57.¢&
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Summary

Tables XI to XVIII show the frequencies and percentages of
responses to the Communication Record Form from presidents, staff and
students in the post-secondary institutions that participated in the
study. All groups recorded more oral and individual contacts than any
other types; presidents reported that most of their contacts were
with outside agencies and individuals, while staff members recorded
the greatest number of communications were with other staff members and
students recorded their most frequent communications as Being with other
students. Presidents and students recorded that most of their ccmmun-
ications were self-initiated while staff members recorded slightly
more other-initiated communications. Staff members and students
reported that most of their contacts concerned instructional activities
and presidents' communi;ations were mostly involved with administrative
activities. Presidents and staff recorded the giving of informaticn
as the most frequent purpose compared with the students' highest
frequency being receiving information. Presidents and staff members
also recorded more giving of instruction episocdes than receiving
instruction episodesuyhile stuéents recorded more receiving than giving.
All groups recorded more informal communications than formal

communications.

Satisfaction with Ccrmunications

The sixth category on the Communicaticn Record Form regulred

-

each communicaticon. This was accomplished by the use of ten continua

rancing frem "good" to "bad™ on a2 seven-polint scale. This scale was
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used to determine the respondent's satisfaction with all communications
and also his satisfaction with particular communications. That is,
the respondent's average satisfaction with communications score was
calculated from all the forms he submitted and the score was used in
the previously discussed analyses and correlations; the following
analysés are concerned with the satisfaction felt for particular

communication episodes, by presidents, staff and students.

In each of the following tables, the maximum possible
satisfaction score is 7 and the minimum is one. Thus, the satisfaction
score shows the relétive satisfaction with the communications compared
with perfect satisfaction. Table XIX shows the satisfaction of

presidents with communications with groups of staff, students, and

outside agencies, when self-initiated or other—initiated.

The results indicate that presidents find relatively most
satisfaction in their dealings with staff members and least satisfaction

in their dealings with outside agencies.

TABLE XIX

PRESIDENT SATISFACTION WITE COMMUNMICATIONS
WITH OTHER GROUPS

Presicdent Satisfacction R Outsice
SHE 2easea Staff Students -
With: Agencies
&£11 communicatiens 6.1 6.0 5.9
Self-initiated 6.3 6.0 5.9
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Table XX shows the relative satisfaction of the president
with self-initiated and other-initiated communications and his
satisfaction with formal and informal communications. Apparently,

the president prefers self-initiated and informal communications.

TABLE XX
PRESIDENT SATISFACTION WITH COMMUNICATIONS

BY INITIATOR AND FORMALITY

Type of Communications Satisfaction
Self-initiated 6.1
Other~initiated 5.8
Informal 6.2
Formal 5.3

Staff members showed a tendency to prefer those communications

with outside agencies to other groups from within the coliege. This
is interesting since a non-significant correlation was calculated
between staff role satisfaction and communications with outsice
agencies. Table XXI shows staff satisfaction with communications with

other groups.
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and that theyv prefer informal communications to formal cocomuniceticns.

b

Tabhle ¥XII shows staff satisfaction by initiazor and formeliscy of
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TABLE XXTI

STAFF SATISFACTION WITH COMMUNICATIONS

WITH OTHER GROUPS

Staff Sa?lsfactlon President Staff Students Out51§e
With: Agencies
All communications 5.5 5.9 6.1 6.6
Self-initiated 6.0 6.2 6.2 6.9
Other-initiated 5.3 5.8 6.0 6.5
TABLE XXII

STAFF SATISFACTION WITH COMMUNICATIONS

BY INITIATOR AND FORMALITY

Type of Ccmmunication Satisfaction
Self-initiated . 6.5
Other-initiated 5.¢9
Informal 6.5
Formal 6.2

cemmunications.

Students indicated that thelr preference was for communications
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tudents, folleoweld by a preference for communicaticns with

“resw -

the president. Table XXIII shows relative student satisfaction with



communications with other groups.

TABLE XXIIY
STUDENT SATISFACTION WITH COMEUNICATIONS

WITH OTHER GROUPS

113

Student Satisfaction President Staff Students Outside
With: Agencies
All communications 5.4 4.8 5.8 4.9
Self-initiated 5.7 5.5 5.9 5.6
Other-initiated 5.0 4.6 5.7 4.5

Table XXIV indicates student satisfaction with

the initiator

of communications and satisfaction with formality and informality.

Students appear to prefer self-initiated and informal communications.

TABLE XXIV

STUDENT SATISFACTICN WITE COMMUNICATICNS

Type of Communication Satisfaction
Self-initiated 5.7
Other-initiated 4.9
Informal 5.1
Formal 4.9
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Discussion. The foregoing tables indicate that all groups

were relatively more satisfied with self-initiated communications than
with other-initiated communications. All groups were also relatively
more satisfied with informal communications than with formal
communications. According to the data, presidents were most satisfied
with communications with staff members, students were most satisfied
with contacts with other students, and staff members indicated
highest satisfaction with agencies and individuals outside the col}ege,
such as businessmen, guest speaking, service groups and children's
clubs. Each of the results only suggests a relative satisfaction
within the group; staff satisfaction with communications with students
was not being compared with presidents' satisfaction with communications
with students, but rather, staff satisfaction with communications with
students was compared with staff satisfaction with communications

with presidents.

The Communication Record Forms were further analysed to
determine the satisfaction felt by groups within categories 1, 4, and
5, that is, those categories concerning type of contact, type of
activity, and purpose of episode. Table XXV shows the relative
satisfaction felt by groups with items in the first category which

concerneé the type of contact.

The results shown in Table XXV indicate that each croup
prefers oral ané indivicual communications. The suggestion was mace

earlier that since oral and individuzl contzcts were the nosSt
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These results seem to support the suggestion; the use of the telephone

also is relatively satisfying as a means of communicating with

individauls orally.

TABLE XXV

SATISFACTION WITH TYPE OF CONTACT N

BY GROUPS

1l. Type of Contact

President staff Students

Letter or memo
Group contact
Indivicdual contact

Telephone

Oral

5.0

5.5

6.1

6.0

wWritten 5.3 5.7 5.0
The fourth category concerneé the type of activity that

calleé for the ccmmunicetion. Table XXVI shows that students ancd

presidents each found communications involving discipline to be the
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Table XXVI shows relative group satisfaction with the different types

of activity.

TABLE XXVI

SATISFACTION WITH TYPE OF ACTIVITY

BY GROUPS
4. Type of Activity President Staff : Student
Administration 5.¢ 5.7 5.0
Instruction 6.9 5.8 4.8
Discipline 5.4 6.0 4.6
Public relations S.5 6.0 5.0
Curriculum 5.5 6.7 5.4

Table XXVII shows the relative satisfaction felt by groups
with the category concerning the purpose for the communication. The
groups cisplay no common feeling towards the category. Presidents

apparently crefer receiving information only a little more than ¢iving
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TABLE XXVII

SATISFACTION WITH PURPOSE OF EPISODE

BY GROUPS
5. Purpose of Episode President Staff Students
Giving information 5.8 6.0 5.3
Receiving information 5.9 5.9 5.3
Giving instruction 5.8 6.0 5.2
Receiving instruction 5.0 5.2 5.6

Discussion. Tables XXV to XXVII indicate that presidents,
staff members, and students are more satisfied with individual oral
contacts than with other types. Table XIII revealed that these types
of contact are also the most frecuent. The results indicate that
presidents anéd students do not finé communications connected with
discipline particularly satisfying. Presidents £ind the reception
of information satisfyinc to a greater extent than the'reception
of instructicn. Staff mexmbers, perhaps as a reflection of their role,

reported ¢iving information and instruction as more satisfying than

of the student role, stucdents reported receiving instruction &s being

most satisfving to then.
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hypotheses were s;ated and tested and the related hypotheses were then
stated and tested. The President Questionnaire, the Staff Questionnaire,
and the Student Questionnaire were analysed, including a factor
analysis of each and correlations between factors and communication
satisfaction scores. The Communication Record Form was analysed to
detexrmine frequencies and preferences for certain communication

patterms.

Chapter V contains a summary of the study, followed by

conclusions and imdications arising from the study.



CHAPTER V *

SUMMARY, CONCLUSIONS, AND IMPLICATIONS

I. SUMMARY

The Problem

The problem basic to the study was the determination of
the relationship between role satisfaction and communication satisfaction
as perceived by presidents, staff, and students in post-seconrdary
institutiors in Alberta. The problem natﬁrally generated sub-problems
concerned with relationships between role satisfaction of groups of
presidents, staff, and students and their satisfaction with communications
with other particular groups. Factor analyses of the questionnaires
jdentified factors that contribute to role satisfaction and these
factor scores were correlated with communication satisfaction scores.
A further sub-problem was the identification of freguencies and
preferences of communication patterns; an analysis of the Communication

Recoré Form identified these frecuencies and preferences.

Theorcetical Bases for the Research

All orcanizations, both formal ané informal, exist through

the role behavior of the individuals within the organization. The

V)

ndividuals concerned feel a degree of satisfaction with the roles they
are expected to ané expect to fulfill. The saze inéivicdual that
£ul€ilis a role in an orcanization is also a part of the communication

systex=s of that organization and it was considered possible that
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incumbents feel a degree of satisfaction with the communications in
which they participate in the organization, as well as role

satisfaction.

The theoretical bases for the study were discussed in the
review of literature pertaining to role theory and communication
theory. Although there is no comprehensive theory of role, it is
accepted by researchers that roles do exist and are a source of
satisfaction or dissatisfaction to the incumbent, depending upon his

expectations and prepotency of needs dispositions.

Similarly, there is no comprehensive theory of communication,
but it is accepted that communications do exist in organizations and

are a source of satisfaction or dissatisfaction.

Hypotheses

The hypotheses derived from the problems and sub-problems,
and were: (1) a significant positive correlation exists between the
role satisfacticn and communication satisfaction of individuals in
post-secondary institutions; (2) a significant positive correlation
exists between the role satisfaction and communication satisfaction
of the presidents of post-secondary institutions; (3) a significant
positive correlation exists betwean the role satisfaction ané

communication satisfaction of the staff members of post-secondary

VN

nstitutions; (4) a significant positive correlation exists between
the role satisfaction ané commaunication satisfaction of students in the

post-secondary institution.
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The related hypotheses suggested a significant positive
correlation between the groups of presidents, staff members, and
students, and their satisfaction with communications with groups of
presidents, staff members, students, and outside agencies or

individuzals.

Methodology and Instrumentation

Six post-secondary institutions were selected from within
the province of Alberta; two institutes of technology, two agricultural-
vocational colleges, and two junior colleges. In each institution,
the president, ten staff members, and twenty students were asked to
respond to a questionnaire, which was designed to assess rcle
satisfaction, and to record twenty communicationz on the Communication
Record Form, which was designed to assess communication frequencies,

patterns, and satisfaction.

Data provided by the respondents to the instruments were
analysed using correlation coefficients, factor analyses, and
frequencies and preferences for certain communication patterns, in

order to test the hypotheses and the related nypotheses.

II. FINDINGS AND CONCLUSIONS

Testing the Hvcothoeses

n
v
3
.

The correlation between the data from zll cuestionnzire
the satisfaction with co=municaticns from all Co=stnicaticn Record

was Iound to be positive and significant. The research hwvoothesis

was accepted in the testing of Hypothesis One.
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Similarly, the data from the President Questionnaire were
correlated with the data from the presidents' Communication Record
Forms, data from the Staff Questionnaire were correlated with the data
from the staff Communication Record Forms, and data from the Student
Questionnaire were correlated with the data from the student's
Communication Record Forms. 1In each case the correlation coefficient
that was calculated was found to be positive and significant and in
each case the research hypothesis was accepted in the testing of

Hypotheses Two, Three, and Four.

Testing related hypotheses. The related hypotheses were

tested by correlating the data from the questionnaires submitted

by groups of presidents, staff members, and students with the data
derived from the Communication Record Forms of each group when partici-
pating in a communication with a member or members of the groups

of presidents, staff members, students, or community. Positive

and significant correlation coefficients were calculated between

the role satisfaction of the president and his satisfaction with
communications with staff members, students, and outside agencies and
ls. Positive ané@ significant correlation coefficients were
found between the role satisfaction of staff memdbers and satisfaction
with communicaticns with the president, other staff members, and
stucdents, but a significant positive correlation was not found with

merZers of the community. A positive angd significant correlation

coefficient was Scundé Lerween the role satisfaction of stuéenzs and
their satisfaction with cc==unications with other students, but not
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significant positive correlations were accepted in each case; all
correlations were positive but those that did not show significance

led to the rejection of the research hypotheses.

Analyses of the Questionnaires

The questionnaires were factor analysed in order to identify
factors related to role satisfaction. Scores on factors were then
correlated with scores from the Communication Record Forms. That is,
factor scores from the cuestionnaires of pre§idents, staff, and students
were correlated with communication satisfaction scores of presidents,

staff, and students.

The factor analysis of the Staff Questionnaire (which was
also used for the President Questionnaire since the number of
participating presidents was only five) identified the following
factors: (a) opportunity for advancement; (b) salary and other
benefits; (c¢) organization and administration; (d) supervision;
and, (e) coworkers. The only significant and positive correlations
that were calculated were between the presicdent's satisfaction with
communications and his satisfaction with salary and other benefits,

ané CoOwOIrkers.

The same factors were used in calculating factor scores of

né correlating these scores with staff satisfaction
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with ccmmmunication. Positive and significant correlation coefficients
were calculated between staff satisfaction with com=unicaticons andé

staff satisiaction with the factors ccocncerninc orcanization and
< >

administration, sucervision, and coworxers.
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The factor analysis of the Student Questionnaire identified
the following factors: (a) organization and administration; (b) salary
and other benefits; (c) supervision; (d) content of work;
(e) coworkers; and, (f) conditions of work. Each of these factors
yielded a positive and significant correlation with students®

satisfaction with communications.

Analyses of the Communication Record Form

Presidents, staff members, and students form the post-
secondary institutions that participated in the study returned 137
completed questionnaires and 2183 Communication Record Forms
(approxigately sixteen forms per respondent) containing 16299 pieces
of information. The data from these forms were analysed for fregquencies
and percentages of types of communications and for preferred communi-
cations. The results indicated that, for all groups, the most
frequent and most preferred communications were oral, individual,
informal, and self-initiated. The satisfaction shown for
communications was a relative satisfaction within the roups for

different types of communications.

Conclusions
Several conclusicns Day be drawn from this study. Thae
haycotheses from the basic problem were that there is a relationshio

betwecn role satisfaction and comaunication satisfaction. The resulits
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satisfaction.
The éesults indicate that presidents' role satisfaction
is related to communication satisfaction with all grouég within the
college and with agencies and individuals outside the college. The
conclusion may be drawn that the successful president is aware of the

influence of all groups and that he is the liaison person between

and among groups.

The role satisfaction of staff members was found to be
significantly correlated with communications with others within the
college but not with agencies and individuals outside the college.
The staff of the post-secondary institution may be more concerned
with their roles as they are defined by referent groups within the
college than with any influence that may be brought to bear by those

outside the college.

Students, according to the data, appeared to be concerned
only with other students as influencing their role satisfaction and
that communications with the president, with the staff, and with the
community has a non-significant effect. 2 significant correlation -

between student role satisfaction and
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might have been anticip
stucdent satisfaction with communications with staff members since much
of the student's time is spent in the class- or seminar rocm. However,

the cata éié not indicate that interactlions with staff memberc
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with communication lead to the conclusion that satisfaction with

communications is primarily concerned with factors of a human

relations nature such as supervision, administration, and coworkers.

This conclusion may have been expected since communications are

essentially oriented to human interactions.

The analyses of the Communication Record Form lead to the

conclusions that:

individual contacts are preferred to group

contacts; oral contacts are preferred to written ccntacts; self-

actor analyses, and satisfactiocn

initiated comaunications are preferred to other-initiated communications,

conclusions apply to presidents, staff members, and

4
and that, informal contacts are ‘preferred to formal

post-secondary institutions that participated in the study.

III. IMPLICATIONS FOR EDUCATIONAL

ADMINISTRATION

contacts.

These

students in the

The positive and significant correlation coefficients tha

were calculated between role satisfaction anéd comunication satisfaction

of presidents, staff members, and students

institutions studied may have important implicaticns £
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The data indicated that the president's role satisfaction
is related to his satisfaction with communications with groups
inside and outside his college. An implication of this relation-
ship for the president may be an examination of his communications
with all groups and an examination of his role while interacting
with these ¢roups. Similarly, the administrator may wish to examine
and evaluate the interactions among staff and students for indicators

of role satisfaction and communication satisfaction.

A causal relationship does not necessarily exist in
correlational statistics, but the relationéhip itself may imply
worthwhile considerations. There may be an infinite number of
variables affecting the role satisfaction of an individual (such as
hours of sleep, domestic happiness, recognition, size of desk, and
so on) which can, and perhaps should, be measured in further research
studies. The present study did not Dresume to preclude the existence
and importance of other factors that may impinge upon role satisfaction
and communication satisfaction.

Satisfaction with coworkers was found to be the common

Zfactor of significence when correlated with communicaticn satisfaction
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IV. IMPLICATIONS FOR FURTHER RESEARCH

The present research focussed on the relationship between
satisfaction with role and satisfaction with communications. The
instruments used were developed specifically for use in post-secondary
institutions. Further research with modifications of the instruments
could be used in educational organizations at other levels. Extensive
research may give some insights into other factors that cause satisfaction
to those involved in education and perhaps reveal factors that cause

.

motivation of staff members and students.

The Communication Record Form was found to be a convenient
way of collecting data on frequencies of communications, preferences
for certain communications, and satisfaction with comnunications with
groups within and outSide the post-secondary institution. Further
research with modifications of the Communication Record@ Form would
be useful in other educational organizations in analysing communication
patterns and possible barriers to effective communications. & detailed
analysis of the Communication Record Form may suggest areas ané means

of communications that, if emchasized, would lea

O more elfective

e}
1

communications.

V. CCONCLUDING STATZMENT

The role satisfaction of a2 merber of an corganization may be
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concept of the fairness of his returns from the organization. The
incumbent 2lone can assess the degree to which he finds satisfaction
in his role. The guestionnaires used in this study relied upon the
indivicdual's own assessment of his satisfaction with various component
factors in his role. Communications form an integral part of the
performance of a role. This study illustrated the relationship between
role satiséaction and communication satisfaction in the post-secondary
institutions. A realization of the importance of this relatioﬁghip
can only result in better communications among all levels in an

organizaticn with the resultant positive effect upon role satisfaction.
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APPENDIX A

COMMUNICATION RECORD FORM

Please check all ‘tems that apply to this communication in each section.

1.

I.D. Number

Type gg Contact: 2. Position gg_Other Person(s):
Letter or Memo President/Principal
Group Contact Staff

Individual Contact Student

i

Telephone Other (specify)
Oral
Written 3. Contact Initiated by:

Other (specify)

Self Other
Type of Activity: 5. Purpose of Episode:
Administration Giving Information
Instruction Receiving Information .
Discipline Giving Instruction
Public Relations Receiving Instruction
Curriculum

Other (specify)

The Communication Episode Was--:

(Please circle one digit in each row)

Valuable 7 6 5 4 -3 2 1 Worthless
Satisfying 7 6 S 4 3 2 1 Dissatisfying
Interesting 7 6 5 4 3 2 1 Uninteresting
Ineffective 1 2 3 4 5 6 7 Effective
Vague 1 2 3 4 S 6 7 Precise
Timely 7 6 5 4 3 2 1 Untimely
Inefficient 1 2 3 4 5 6 7 Efficient
Agrecadble 7 6 5 4 2 2 1 Disagreecable
Unhelipful 1 2 3 4 5 6 7 Eelpful
Necessaxy 7 - 6 5 4 3 2 1 Unnecessarxy



The Communication Episode Was—-:

Formal (e.g. official, planned, directive, non-social, etc.)

OR

Informal (e.g. casual, spontaneous, familiar, social, etc.)
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APPENDIX B

PRESIDENT/PRINCIPAL QUESTIONNAIRE

I.D. Number

Please circle the appropriate digit in each item that best expresses
your feeling about that item.

1.

10.

To what extent are you satisfied with your present duties as a

faculty member?
Satisfied 7 6 S 4

3 2 1 Dissatisfied

To what extent are you satisfied with your opportunities for
advancement to a higher position?

Satisfied 7 6 S 4

To what extent are you satisfied

3 "2 1 Dissatisfied

that your remuneration is

commensurate with your experience and gqualifications?

Satisfied 7 6 5 4

To what extent are vou satisfied
Satisfied 7 6 5 4

To what extent are you satisfied
faculty member?
Satisfied 7 6 5 4

To what extent are you satisfied
in this institution?
Satisfied 7 6 5 4

To what extent are vou satisfied
this institution?
Satisfied 7 6 5 4

To what extent are
with stalf members
Satisfiecd

vou satisfied
in this
7 5} 5 4

To what cxtent are vou satisfied
Satisfied 7 6 S 4

To what extent
than salary < <
Satzisiiec 7 5 5 4

3 2 1 Dissatisfied

with your present position?
3 2 1  Dissatisfied

with your present status as a
3 2 1 Dissatisfied

with the supervision of students
3 2 1 Dissatisfied

with the general organization in
3 2 1

Dissatisfied

with vour social relationships

institution?

3 2 1 Dissatisfied
with the working facilities in
2 1 Dissatisfied
with vour career oprortunities?
2 2 1 Dissatisfied
with the cxplovee benefits other
Jouxr icn?
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President/Principal (continued)

12. To what extent are you satisfied with the general policies of
this institution?
Satisfied 7 6 5 4 3 2 1 Dissatisfied

13. To what extent are you satisfied with the academic leadership
given by your faculty?
Satisfied 7 6 S 4 3 2 1l Dissatisfied

14. To what extent are you satisfied with your professional
association with your staff members?
Satisfied 7 6 5 4 3 2 1 Dissatisfied

15. To what extent are you satisfied that the amount of work you
are expected to do is reasonable?
Satisfied 7 6 5 4 3 2 1 Dissatisfied

16. To what extent are you satisfied with the professional growth
in this institution? :
Satisfied 7 6 5 4 3 2 1 Dissatisfied

17. To what extent are you satisfied that your salary is reasonable
for the amount of work you do?
Satisfied 7 6 5 4 3 2 1 Dissatisfied

18. To what extent are you satisfied with the amount of guidance
that you receive from supervisors?
Satisfied 7 6 5 4 3 2 1 Dissatisfied

19. To what extent are you satisfied with the accessibility of
subject specialists?
Satisfied 7 6 5 4 3 2 1 Dissatisfied

20. To what extent are you satisfied with the cooperation that you
rececive from other staff membders?
Satisfied 7 6 5 4 3 2 1 Dissatisfied

21. To what extent are you satisfied that the nuxzber of hours of
wWOrXx you are recuired to éo is reasonable?
Satisfied 7 6 5 4 3 2 1 Dissatisfied

0
[
o]
0
n
"
]
v

‘Q
(43
34
§
.

23. To what extent are vou satisfied with the aznount of ccomunication
in this institution?
Satisfied 7 6 S 4 3 2 1 Dissatisfied

ocneraticn. Please use your I.D. number on all
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STAFF QUESTIONNAIRE

I.D. Number

Please circle the appropriate digit in each item that best expresses
your feeling about that item.

1.

1C.

11.

To what extent are you satisfied
a faculty member?
Satisfied 7 6 5 4

To what extent are you satisfied
advancement in this institution?

Satisfied 7 6 S 4

To what extent are you satisfied

with your present duties as
3 2 1 Dissatisfied

with your opportunities for
3 2 1  Dbissatisfied

that your salary 1is commensurate

with your cualifications and experience?

Satisfied 7 6 5 4

To what extent are you satisfied
Satisfied 7 6 ) 4

To what extent are you satisfied
faculty member?
Satisfied 7 6 5 4

To what extent are you satisfied

3 2 1 Dissatisfied

with your present position?
3 2 l Dissatisfied

with your present status as a
3 2 1

Dissatisfied

with the policies related to

supervision of students in this institution.

Satisfied 7 6 5 4

To what extent are you satisfied
of this institution?
Satisfied 7 6 5 4

To what extent are you satisfied
with other staff members in this
Satisfied 7 6 S 4

To what extent are you satisfied
in this institution?
Satisfied 7 6 5 4

To what extent are vou satisfied
Satisfied 7 6 5 4

To what extent are vou satisfied
nat are attached to

than salary

Satisfied 7 [ 5 4

-

3 2 1 Dissatisfied

with the general organization
3 2 1

Dissatisfied

with your social relationships
institution?

3 2 1 Dissatisfied
with the working facilities
3 2 1 Dissatisfied
with your career opportunities?
3 2 1 Dissatisfied
with the exmplovee benefits other
vour position?
3 2 i Dissatisfied
with the general policies of
3 2 1 Dissatisfied



Staff (continued)
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13. To what extent are you satisfied with the academic leadership
in this institution?
Satisfied 7 6 5 4 3 2 1l Dissatisfied
14. To what extent are you satisfied with vour professional
association with other staff members?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
15. To what extent are you satisfied that the amount of work that
You are expected to do is reasonable?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
16. To what extent are you satisfied with your opportunities for
professional growth?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
17. To what extent are you satisfied that your salary is reasonable
for the work you do? ’
Satisfied 7 6 5 4 3 2 1 Dissatisfied
18. To what extent are you satisfied with the guidance that you
receive from supervisors?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
19. To what extent are you satisfied with the accessibility of
subject specialists?
Satisfied 7 6 5 4 3 2 1l Dissatisfied
20. To what extent are you satisfied with the cooperation that you
receive from other staff members?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
21l. To what extent are you satisfied that the number of hours of
work you are recuired to do is reasonable?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
22. To what extent are you satisfied that your coxmunications with
others are unéerstood by them?
Satisfieéd 7 6 5 4 3 2 1l Dissatisfied
23. To what extent are you satisfied with the amcunt of comunication

in this institution?

Satisfied 7 6 5 4 3 2 1 Dissatisfied

Thank you for

Cce=municaticn

YCu cocteration.
Record Ferms.

Pleazse use your I.D. nuzter on



140

STUDENT QUESTIONNAIRE

’

I.D. Number

Please circle the appropriate digit in each item that best expresses
your feeling about that item.

1.

10.

Please indicate the degree to which you are satisfied with the
content of the courses that you are taking.

Satisfied 7 6 5 4

To what extent are you satisfied
in your courses?
Satisfied 7 6 5 4

To what extent are you satisfied
this year?
Satisfied 7 6 5 4

To what extent are you satisfied
of this institution?
Satisfied 7 6 s 4

To what extent are you satisfied
with other students?
Satisfied 7 6 5 4

To what extent are you satisfied
this institution?
Satisfied 7 6 5 4

To what extent are you satisfied
in this institution?
Satisfied 7 6 5 4

To what extent are vou satisfied
a stucdent? ]
Satisfied 7 6 S5 4

To what extent are you satisfied
student?
Satisfied 7 6 S 4

To what extent are vou satisfied
benefit to vou?
Satisfieg 7 6 5 4

TO what extent are vou satisiied
b Y (53

in this

3

with

3

with

with

with

with

with

2 1 Dissatisfied

the success that you achieve
2 1 Dissatisfied
your financial position

2 1 Dissatisfied

the general organization
2 1 Dissatisfied

your social relationships

2 1 Dissatisfied

the'studying facilities in

2 1 Dissatisfied

the general supervision
2 1 Dissatisfied

your present position as
2 1 Dissatisfied

your present status as a
2 1 Dissatisfied
vour courses will be of
2 1 Dissatisfied

the student priviieces

2 1 Dissatisfieéd



Student (continued)
12, To what extent are you satisfied with the general policies of
this institution?
Satisfied 7 6 S 4 3 2 1 Dissatisfied
13. To what extent. are you satisfied with your academic association
with other students?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
14, o what extent are you satisfied that the amount of work that
you are recuired to do is reasonable?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
15. To what extent are vou satisfied with the academic guidance in
this institution?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
16. To what extent do you feel inclined to take further education as
a result of this vear's work?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
17. To what extent are you satisfied that you have reasonably
sufficient funds for necessary purchases this year?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
18. To what extent axe you satisfied with the personal guidance that
you receive from supervisors and staff?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
19. To what extent are you satisfied with the accessznllzty of
faculty members?
Satisfied 7 6 5 4 3 2 1l Dissatisfied
20. To what extent are vou satisfied with the cooperation that you
receive from other students?
Satisfied 7 6 5 4 3 2 1 Dissatisfied
21. what extent are vou satisfied that yvour ccmmunications with
others are uncerstooé by them?
Satisfiecd 7 6 5 4 3 2 1 Dissatisfied
22. To what extent are vou satisiied that the number of hours of
work that you are exzected to éo is reasonable?
Satisfied 7 6 5 4 3 2 1 Dissatisfiec
23. To what extent are vou satisfied with the azcunt of gencral
communicaticn in this inszituzion?
Sa:isfied 7 o 5 4 3 2 1 Dissatisfied
ThanX you for your cocsmeration. Please use vour ILD. nusker on all

-3
-

-~
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Cocz—mu



‘ APPENDIX C

The Communication Record Form

This form contitutes part of a study of communication
patterns in the post-secondary institute. You are supplied with
twenty forms and are asked to record any communication in which you
participate during the next five days by entering check marks in the

appropriate places on the form.

Please submit completed forms to the college office at the
end of each day and make sure that each form bears your identification

number as it appears on your Quastionnaire.

The Questionnaire

This form contitutes part of a study of attitudes in the

post-secondary institute.

You are recuested to complete the form and submit it to the

college office before the end of the week.

DPlease make sure that the identification number that appears

on vour Questicnnaire is repeated exactly on each Communicaticn Record

."

orz.

Taank vou for your time ancé cooperaticn.



APPENDIX D

THE PILOT STUDY

The guestionnaires were developed for the presidents, staff
members, and students considering the seven factors that were suggested
by Ronan, Maier and Yuzuk as affecting role satisfaction: (a) content
of work; (b) supervision; (c¢) organization and aéministration;

(d) opportunity for advancement; (e) salary and other benefits;

(£) coworkers; and, (g) working conditions. The decision was
arbitrarily made to endeavor to construct three items purporting to
represent each of the seven categories. Twenty-one items were
designed which asked for responses from the.subject on a seven-point
Likert-type scale. 1In the use of the Likert-type scale, Herzberg's

néividuals can put their own feelings on a continuum,

p4e

contention that

was followed.

The cquestionnaires were tested during the pilot study with
the help of graduate students (N=25) and undergracuate students (N=27)
at the University of alberta. These tests were made in order to

establish the validity ané relizbility of the cuestionnaires.
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university.

Reliability

Stability. A test-retest technicue was used to establish the
stability of the instruments. 21l pilot subjects were asked to
complete the graduate student or the undergraduate student guestionnaire
and to identify themselves in some manner. After two-weeks had
elapsed, the same subjects were again asked to complete the form.
Correlation coefficients were calculated between the first scores and
the second scores. Correlations of stability of .92 for the graduate
students and of .93 for the undergraduate students were found. The

form was considered to be guite stable over the two-week time interval.

Internal consistency. The twenty-one items on each of the

questionnaires were designed to represent the seven factors in seven
sub-scales of three items each. 1In order to determine the intexnal
consistencies of the items on the cuestionnaires, correlation coefficients

were calculated between sub-scale items and other sub-scale items.

Table XXVIII shows the correlations that were calculated

from the ¢raduate student cuestionnaire.

Similarly, correlations were calculatecd between sub-scale itenm
scores ané other sub-scale item scores on the unéercraduate student

cuesticnnaire. Table XXIX shows the correlaticns frca this analvysis.



TABLE XXVIIX

CORRELATIONS BETWEEN SUB-SCALE ITEMS
GRADUATE QUESTIONNARIRE

145

Factor Items b4 Items r Items r
Coworkers 8, 14 .874 8, 20 .724 14, 20 .844
Working conditions 9, 15 .454 9, 21 .409 15, 21 .856
Salary and benefits 3, 11 .581 3, 17 .915 11, 17 .572
Advancenment 2, 4 .654 2, 10 .905 4, 10 .674
Supervision 6, 13 .552 6, 18 .420 13, 18 .385
Work content l, 5 .373 1, 19 .353 5, 19 .126
Organization and 7, 12 .683 7, 16 .116 12, 16 .333

administration
TABLE XXIX
CORRELATIONS BETWEEN SUB-SCALE ITEZMS
UNDERGRADUATE QUESTIONNAIRE

Factor Items r Items xr Items r
working conditions g, 11 .753 1, 8 .367 1, 11 .438
Salary ané benelits 3, © .682 3, 17 .764 9, 17 .609
Ozganization anc 2, 4 .506 2, 12 .536 4, 12 .816

aé=inistration
Coworxers 5, 13 .490 S, 20 .3282 12, 20 .322
Suzervisicen 14, 15 .720 14, 12 .553 15, 1g .5600
wWork content 6, 1¢ .122 6, 21 .3€&8 19, 21 .570
Advanceszent 7, 1C .230 7, 15 .Cge 10, 186 .242
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validity

Face validity. To determine the face validity of the

questionnaires, that is, to determine if the items appear to elicit
the information they purport to elicit, four graduate students and
two faculty members were asked to give opinions on the graduate
questionnaire and on the undergraduate questionnaire; four graduate
students and two faculty members were asked for opinions on the
undergraduate gquestionnaire, and four undergraduate students were
asked to give opinions on the undergraduate cuestionnaire. The
remarks and recommendations of these panels led to a few minor
‘changes in the phraseology of some of the items as used on the final
forms. Consensus was reached that all items in the questionnaires

educed role satisfaction.

Content validity. Content validity is similar to face

validity determination in that a panel of judges may be used to

express opinions on the content of the instrument. The same judges
were recuested to identify the seven factors of role satisfaction that
the cguestionnaires purported to contain. The judges were provided with

and each was able to identify the items that

3}
ct
.-J
(t
Y
1]
0
-

the facto

represented thcse factors.

stucdents were asxed to chserve and converse with subiectis wWho

0
"
v
Ql
e
or
)]
sl

haé responded tc the guesticnnaires and form opinions as tc their

general satisfaction or dissatisfacticn with their stufent roles.
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observations and findings of these judges were compared with the
subjects' scores on the questionnaires. The mid-point of the full-
scale was taken as the dividing line between satisfaction and
dissatisfaction. In eighteen of twenty cases, the objective assess-—

ments of the judges agreed with the scores on subjects® questionnaires.

Factor analysis. The graduate questionnaire and the under-

graduate guestionnaire were both analysed during the pilot study. This
analysis showed that five items could have been eliminated, and two
factors discarded from each questionnaire. However, since the graduate
and undergraduate students were not participating in the research,

it was felt advisable to retain all items in the final guestionnaires
but to perform factor analyses on the scores of subjects from the

full sample, ané the, if deemed necessary, eliminate items from further

calculations. This was done as reported in Chapter IV.

The factor analysis of the graduate student cuestionnaire
revealed that there were certain factors in which items cluster
together. Items with factor loadings below .500 cculd be eliminated
and those Zactors with fewer than two items with loadings of at least
-500 coulcd be eliminated. On these bases, Items 5, 7, 12, 18, and 19

were deleted, as were the factors concerning work content and organ-

izaticn and administration. Table XXX shows the factors, the items



Graduate Questionnaire

TABLE XXX

FACTOR LOADINGS OF ITEMS
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Percentage of

Facto din
* Ttems Loa g Total Variance
8 .824
Coworkers 14 .914
20 .943 23.9
9 .691
Working conditions 15 .856
21 .838 18.2
3 .871
Salary and Other
Benefits 11 -723
17 .874 15.7
.599
Opportunity for 4 743
Advancement
10 .576 14.6
6 .853
Supervision 13 .691
18 .303 9.0
.570
Worx content 5 .023
19 .418 2 rotations
7 .234
Organization and 12 128
administration - °
16 .79 1 rotation
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factors. Those items with factor.loadings below .450 were eliminated
as were the factors containing fewer than two items with factor loadings
in excess of .450 in the cluster. On these bzses, items 1, 6, 7, 19,
and 20 were dropped as well as the factors concerning opportunity for
advancement and work content. Table XXXI shows the factors, the
items representing those factors, the loadings of the items and the

percentage of total variance.

In the factor analysis program used, the original number of
factors is reduced during successive rotations. In this case, the
rotations reduced the number of factors from seven to three. Extensive
use of electronic computers in factor analysis has led researchers
to recommend that the number of factors accepted should be equal to the
number of eigenvalues greater than one. Both the graduate cuestion-
naire and the undergraduate questionnaire had five eigenvalues greater

than one.

The item and factor analyses that were conducted on the
cuestionnaires during the pilot study indicated that the items
retainzd would be acceptable for the full sample and thet each had

five factors in which items cluster together.



Undergraduate Questionnaire

TABLE XXXI

FACTOR LOADINGS OF ITEMS
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Percentage of

F .
actor Items Loadings Total Variance
5 . 805
Coworkers 13 .785
20 .221 10.6
.307
Working conditions .618
11 .897 22.3
3 .753
Salary and Other 9 =53
benefits o
17 .808 l19.3
2 .832
Orgaylgatlon.and 4 791
administration
12 .675 11.9
14 .450
Supervision 15 .491
18 .820 10.03
- 6 .735
Wecrk content 19 .241
21 .641 2 rotations
7 .024
O;gortuni:y for 10 752
aévancenent
16 .636 1l rectation




