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[bookmark: _Toc73645571]ABSTRACT

Communication is regarded as the “life wire” of organisations, as without communication, it becomes difficult to achieve coordination. Effective communication is the flow of information that conforms to the 7Cs framework (correct, concise, coherent, concrete, courteous, clear, and complete). Therefore, effective communication is necessary for the flow of information, which enhances employee productivity and performance management. This study investigated the impact of effective communication on performance management in Access Bank, Nigeria. The overall objective was to discover how effective communication aided employee performance. In achieving this, the study adopted the qualitative methodology, which collects data through in-depth interviews. Interviews were conducted with six staff of Access bank, who were recruited via judgmental and convenience sampling. The research discovered that communication in Access bank is effective, as it is structured using the 7Cs framework. Communication also enhanced employee productivity through coordination, teamwork, and motivations within departments. Given the importance of communication in Access bank, the study recommends an improvement of communication networks within the bank; this will further increase coordination and performance


Keywords: Communication, Effective Communication, Performance Management, Coordination, and Productivity. 
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[bookmark: _Toc73645572]CHAPTER ONE
[bookmark: _Toc73645573]INTRODUCTION

[bookmark: _Toc73645574]1.1. Research Overview
This study investigates the role of effective communication on performance management in Access bank Nigeria. Communication refers to the flow of information between a sender and receiver. It is considered the "life-wire" of an organisation as it enhances mutual understanding, coordination, cooperation and effective interactions amongst human elements within the organisation (Du, Bhattacharya and Sen, 2010, Femi, 2014). As such, it is imperative that management setup effective communication channels for the wellbeing of the organisation.
Research has evolved from the focus on communication to effective communication.  According to Kibe, (2014), effective communication considers information's ability to reach its intended users and elicit the required behaviours. Hence, for communication to be effective, it must fall within the Seven C's of communication: completeness, clarity, conciseness, consideration, concreteness, courtesy, and correctness. These effective communication elements have been the centre of research within organisations. Mahajan, Bishop, and Scott (2012), notes that with effective communication, employees get a better understanding of expected behaviour and increase their productivity. Furthermore, effective communication cultivates a better relationship between subordinates and management. 
On the other hand, performance management refers to a collection of corporate management tools that enhance managers' ability to monitor and evaluate employees' work. Performance management's central purpose is to create a healthy work environment that enables employees to use their abilities optimally to achieve the highest quality work efficiently and effectively. Performance management also ensures that employees execute their jobs, duties, and responsibilities appropriately that yields the intended results. 
The scope of performance management thus makes effective communication a necessity. Several research has been conducted that empirically justifies the relevance of effective communication to performance management. For instance, Kibe (2014), and Femi (2014), explain that effective communication was necessary for informing employees of goals and objectives of organisation, hence keeping them focused and targeted.
 Adegbuyi, Adunola, Worlu et al (2015), explains that effective communication enlightens employees thereby motivating them for best performance leading to productivity, further Salako (2016), explains that effective communication provides the medium for employees to be well equipped and informed "on what to do" thereby stirring up collective actions for organisational success. Effective communication is thus essential to performance management. 
This study thus investigates the role of effective communication on performance management with reference to Access bank Nigeria. 
[bookmark: _Toc57233372][bookmark: _Toc62497819][bookmark: _Toc73645575]1.2. Research Purpose
This study's central purpose is to investigate the role of effective communication on performance management in Access bank, and this is done to understand and establish the necessity of communication in enhancing the achievement of organisational goals. 
Access bank is amongst the leading banks in Nigeria (Abraham, 2017), which has recorded a steady increase in profits, customer base, and performance for the past seven years. Access bank is also known for its impeccable organisational practices that enhance coordination, cooperation, and staff productivity. By using cutting-edge technology, the bank has constantly met up with customer and stakeholders' needs. The place of communication in access bank has been researched by Abraham (2017), and was observed to be commendable. 
Despite this, several shortcomings have been observed concerning communication within the bank. Abraham (2017) explained that communication in the bank was not effective, furthermore (), notes that there were no observable channels of communication in the bank, furthermore () explains that the link between communication and performance management in the bank has not been studied.  Thus, the need to study the role of effective communication concerning the bank and how management has set up effective communication channels and frameworks arises. Also, with the organisation's complex structures, it is necessary to study how effective communication is attained and its impacts on coordination between different departments, thus leading to its organisational performance. Furthermore, gaps in the literature concerning effective communication as a tool in performance management concerning Access bank also motivate this study. As such, the research will be targeted at investigating the role of effective communication on performance management in Access bank Nigeria
[bookmark: _Toc57233373][bookmark: _Toc62497820][bookmark: _Toc73645576]1.3. Research Questions
Given the above questions, central issues need to be identified and rectified within communication in the Bank. This research will seek to answer the significant question: "how can Access Bank Nigeria make effective use of communication channels so that it leads to improvement in performance management?"
[bookmark: _Toc57233374][bookmark: _Toc62497821][bookmark: _Toc73645577]1.4. Aims and Objectives

This research aims to critically examine the relevance of effective communication on Access Bank to identify the channels of communication and interrogate the effectiveness of communication patterns in the bank. This is also to improve communication in the bank by which the Bank CEO, management staff and employees can benefit through improved synergy and relationship within and between departments as occasioned by improved communication patterns.
Research on effective communication has constantly evolved to provide better frameworks for judging communication effectiveness in an organisation;  one such framework is the 7 Cs framework. According to Mahajan, Bishop, and Scott (2012), the 7c's provide a huge boost in communication by ensuring it clear, precise and effective. Ruck and Welch (2012), also note that the 7c's framework provides a checklist to ensure that messages are passed across to the audience, and the desired outcome is achieved. Salako (2016) empirically ascertained the 7c's framework's value in providing well-drafted, well-targeted, and well-received information. Based on the aforementioned scholar's position on the 7c's framework, the research objectives are thus drafted to study the effectiveness of communication in Access bank and its role in performance management. The research objectives are thus; 
i. To carefully examine the observable channels for effective communication in Access bank
Research on channels for effective communication relating to Access bank is scarce. Abraham (2017) notes that communication in Access bank takes place through verbal, non-verbal, and written channels. However, this is not justifiable in the contemporary era of information technology. This objective is thus framed to investigate the channels for effective communication in Access bank. 
ii. To critically assess the effectiveness of communication channels at Access Bank 
Several models have been developed to study effective communication. One is the 7cs of communication which include; clear, concrete, coherent, concise, concrete, courteous, and complete and has been researched by Mahajan, Bishop, and Scott (2012), to be fundamental to effective communication. This objective thus seeks to determine the strength, viability, and capacity of communication at Access bank based on the 7 C's framework
iii. To empirically investigate the usage of effective communication for performance management in Access bank
Bodie and Crick (2014) note that communication was used as a tool for performance management by creating awareness amongst staff on desired outcomes and outputs, thus increasing productivity. Aguinis, Joo, and Gottfredson (2011) also discuss that since performance management deals with all factors that ensure that employees are productive, communication is necessary to enhance coordination and cooperation amongst staff. This objective is thus drafted to empirically explore the use of effective communication. 
[bookmark: _Toc57233377][bookmark: _Toc62497824][bookmark: _Toc73645578]1.5. Significance and Justification of the Study 
The role of effective communication in an organisation cannot be overemphasised as it is central to keeping employees productive and functioning. Kibe (2014) notes that effective communication ensures teamwork, conflict resolution, cooperation and coordination, understanding, and insights amongst managers and employees. Thus, this study is justified based on its intentions to study the appropriate channels and effectiveness of communication within Access bank Nigeria. Research by Abraham (2017) studies communication in Access bank failed to study its effectiveness, especially using the 7 C's framework. This creates a significant gap in the literature as the phenomenon of effective communication is yet to be thoroughly discussed in Access bank. This study is thus justified based on its intention to study the effectiveness of communication in the bank using the 7C's framework, thereby understanding the flow of information in Access bank, discovering its challenges, and making significant recommendations. 
Ledbetter (2014) and Stacho, Stachová, Papula, et al (2019) note that the observable communication channels may seem outdated as they depict that communication channels involve written, verbal and non-verbal.
 However, not disputing the fact that communication flows through these channels, Ainobushoborozi (2013) notes that in the face of evolving information and communication technology, new systems of communication have been discovered that transcends the traditional mediums. Furthermore, Berry (2011) notes that financial organisations constantly evolve better ways to pass information to keep up with rapid customer demands. Thus, the written, verbal, and non-verbal communication channels cannot sufficiently explain communication channels in the 21st-century financial organisation. This study is thus justified based on its intention to update knowledge on communication channels in Access bank by looking at information technology's role. 
Finally, the research seeks to study the use of effective communication as a tool for performance management. Therefore, the study will discuss the processes by which communication is used to increase staff performance.
[bookmark: _Toc73645579]1.6. Outline of the Research 
This research is be subdivided into five chapters, 
Chapter one consists of the introductory chapter, which is further subdivided into the research overview, research purpose, research questions, aims, and objective of the study's research and justification.
Chapter two consists of the literature review, which critically evaluates existing studies to develop conceptual, contextual and theoretical constructs to inform data collection. The literature review also aids in identifying gaps in existing studies and the development of the conceptual framework
Chapter three consists of the methodological framework of the research, which comprises of the research strategy and overall approach to data collection and analysis. 
Chapter four contains the data analysis, interpretation and also discusses the findings in relation to the objectives of the study. 
Chapter Five is the concluding section that summarises the work, gives a reflection of research, and makes recommendations for practice and future research. 

[bookmark: _Toc73645580]CHAPTER TWO
[bookmark: _Toc73645581]LITERATURE REVIEW
[bookmark: _Toc73645582]2.1. Introduction
This section aims to analyse, critique several seminal concepts, theories, and empirical studies that will contribute to understanding the research objectives better and placing the research questions in focus. Thus, this section undertakes a critical review of existing literature that will help identify gaps in existing knowledge and aid in the drafting of the conceptual framework.
[bookmark: _Toc57233380][bookmark: _Toc62497827][bookmark: _Toc73645583]2.2 Concept of Communication
Communication research has revealed its centrality in organisations; hence numerous conceptualisations have been attained which point at the same thing. Kibe (2014), notes that communication is the process by which ideas, emotions and opinions are exchanged between different individuals and levels in an organisation. Du, Bhattacharya, and Sen (2010), also note that communication is the transfer of work-related goals, intentions, desires and ideas to enhance job performance. Furthermore, Ibad (2013) sees communication as coordinated interactions that enhances cooperation's amongst all levels in an organisation leading to the effective management of tasks. 
These definitions view communication as a passage of information within the organisation that aids in coordination, cooperation, and performance. It follows that communication is central to organisational performance. Mahajan, Bishop, and Scott (2012) note that organisations often associate communication with overall company performance. This is because communication establishes working links between organisational hierarchies, helps motivate staff, clears confusion, and offers employees the opportunity to interact daily, fostering unity and team, which is foundational for organisational success in contemporary business environments (Du, Bhattacharya and Sen, 2010).
Michailova and Sidorova (2011) also note that communication can serve as a competitive advantage for companies. Organisations with rapid techniques for sending, receiving, and giving feedback on communication effectively provided goods and services for customers. It is, therefore, the duty of management to put in place standard communication measures which aid in the overall performance of an organisation
[bookmark: _Toc57233381][bookmark: _Toc62497828][bookmark: _Toc73645584]2.2.1 Effective Communication
What constitutes effective communication has been a central debate within human resource management, with scholars having different views and models to support various arguments. Berlo (1960 cited in Ruck and Welch, 2012) argues that effective communication is a relationship between the sender and a receiver. Thus every information has a source or sender, then a channel for which the communication passes through and finally the receiver, thus to Berlo (1960 cited in Ruck and Welch, 2012), effective communication can only be attained when the message passes successfully from the source to the receiver
In an ulterior argument, Laswell's model for communication, known as the psychological model of communication, sees effective communication based on the effect of the message. Thus communication cannot be effective if the message is not received and the appropriate action is delivered (Michailova and Sidorova, 2011). Laswell's model also comments on the source and destination. However, they were not as important as the appropriate action, as the actions based on the message determine the message's quality. 
Shanon-Weaver's communication model sees communication as a process that evolves from the relationship between input and output, which involves message formulation, transmission, reception, and interpretation. Michailova and Sidorova (2011) confirm that Shanon-Weaver's model was significant as it captures the different communication stages. However, Daniel (1999), cited in Michailova and Sidorova, 2011) criticises the model for not detailing how the model made communication effective. 
Finally, the 7 C's model notes that communication cannot be effective until it fulfils the seven criteria: clarity, concreteness, coherency, conciseness, courteous, correctness, and completeness. For information to be clear, it means it must be straightforward, void of ambiguity, subtility, and double standards. Clarity of information enhances proper actions, as when employees have clear information about their expected behaviour, the chances for defaulting were slim (Ruck and Welch, 2012). Concrete communication mandates information to be specific and targeted to a particular department or individual. Coherency in communication means information must be sound, logical, rational, and well organised to ensure the appropriate actions. Conciseness of information means simplicity, shortness, and the ability to capture the essentials in limited words. Mahajan, Bishop, and Scott (2012) note that concise information was more appealing and understandable to the audience. Information also needs to be courteous by respecting the audience. 
Bodie and Crick (2014) explain that adopting courtesy while communicating was a possible way of motivating the audience. Correct information was easily understandable as they were void of errors or grammatical misunderstandings. Wrong messages could also elicit wrong behaviours, which were detrimental to the organisation. Finally, complete messages carry all the facts required, and hence it can pass information across with precision. 
[bookmark: _Toc73611353]7 C's of Effective Communication
[image: Diagram
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Adapted from: Ruck and Welch (2012)      					 Figure 1.
The 7Cs of communication has been celebrated as a notable medium for enhancing the efficacy of communication. Ruck and Welch (2012) note that information that is structured using the 7Cs was meant to achieve its goals and spur up the necessary actions and feedback within the organisation. Bodie and Crick (2014), also express that the 7Cs of communication enhanced communication flow within departments, thus ensuring coordinated and teamwork efforts. 
The 7Cs of communication thus forms a formidable framework for assessing the effectiveness of communication in any organisation. This research adopts the 7Cs model to investigate the effectiveness of communication in Access Bank Nigeria. 
[bookmark: _Toc57233382][bookmark: _Toc62497829][bookmark: _Toc73645585]2.2.2 Channels of Communication
Channels of communication include all means adopted for the creation, transmission, and acceptance of information. These include sign languages, codes, technical devices, oral, written. Channels of communication vary amongst industries. Karjaluoto, Mustonen, and Ulkuniemi (2015) explain that communication in human industries such as schools, hospitals, hotels, and restaurants, was more human-based. Hence the use of conventional channels of communication was every day, i.e. written letters, oral commands. However, due to the huge amount of data collection and analysis in the financial and banking sector, communication channels were more technological, using emails, video calls, webinars. Leonard, Van Scotter, Pakdil (2011), however, notes that modern means of communication have incorporated technology; hence the use of technology for passing information across was not limited to the industry but based on the needs and capacity of the organisation. This postulation was proven by Musa (2013), in an assessment of communication channels in the hospitality industry in Nigeria, he noted that hotels, banks, and restaurants were adopting more means of technology in communication, this is to ease the burden of communication and make it faster and more effective. 
[bookmark: _Hlk73609529]In drawing a connection between conventional and technological channels of communication Musa (2013) discovers that most organisations adopt the two; hence the two served complimentary purposes. White, Vanc, and Stafford (2010) also discovers that the two forms were mainly adopted due to preferences and necessity. However, communication channels were chosen based on their competence, ability to enhance interaction within departments, and the channel's effectiveness and accuracy. 
Based on the above, the table below highlights the two channels (conventional and technological) and their importance, see Appendix E. 
These two communication channels form the typologies of communication channels in an organisation that enhance information flow from inter or intra-departments. Without standard communication channels, information is bound to be haphazardly delivered or not delivered at all, thereby causing several organisational strains. It is therefore prudent to have good communication channels. Thus, this study will investigate the channels of communication in Access bank, Nigeria, to discover which is mainly used and its impacts on the bank's overall coordination and cooperation. 
[bookmark: _Toc73645586]2.3 Theories of Effective Communication
Theories of effective communication have been fundamental to the understanding of organisational communication. Organisations have adopted these studies due to their importance in providing clarity on how organisational communication should operate. This section reviews several theories which have been gaining attraction amongst scholars interested in the study of effective communication and its relevance to organisations. 
[bookmark: _Toc73645587]2.3.1 Actor-Network Communication Theory 

[bookmark: _Hlk73609700]This theory was initially developed to study scientific activity in Latour and Woolgar's laboratory of Life (1979) and Latour's science of Action (1987). The central postulation of the ANT is that any single actor is apparently and significantly joined to a network of other actors. The theory notes that everything in the natural and social world exists in a constantly shifting network of different relationships. Nothing exists outside the other. Hence, a relationship is necessary for the sustenance of the overall network (White, Vanc, and Stafford, 2010). The relationships determine how all objects within the network interact; thus, objects are on the same level; however, different actions can cause different beneficial or detrimental results Therefore, all objects in the network must have similar actions for the network's maintenance and persistence. Positive interactions amongst objects or actors within the network lead to the success of the entire network.  The ANT places importance on individual or Actor activities, as an individual action could affect the relationships within the network and further affect the network (Ledbetter, 2014). It thus follows that maintaining positive activities is essential for the wellbeing of the network. 

In an organisational context, scholars have adopted ANT to explain the dynamics of communication. Scholars like Mahajan, Bishop and Scott (2013) posited that the organisation is the network in which employees operate. Employees are the actors who need to constantly be in a relationship with each other for the network's overall success (organisation). A default or harmful activity by an actor (employee) could severely affect the overall network (organisation). 
Thus, actors (employees) need to be in synergy with each other constantly, which is where communication comes in. Ledbetter (2014), explains that communication is relevant in ensuring that relationship is maintained within the overall networks. Communication was essential for keeping teamwork, unit, cooperation and coordination within and between departments.  
While looked Mahajan, Bishop and Scott (2013) at the ANT from a general organisational communication perspective, Ledbetter, (2014), studies it from a specific perspective, i.e. concerning technology. Ledbetter (2014), notes that in maintaining interactions between actors, a diverse spectrum of tools can be used. Technology has become a formidable instrument in ensuring the relationship between actors remains coordinated at all times. In the same vein, studies such as notes that technology bridges the gap between communication, actors and organisation, and also enhances interactions and scales-up the rate at which information passes within organisations. Therefore, technology use is essential to communication. Perspectives such as those mentioned above were relevant in integrating Information Communication Technology (ICT) into organisational studies and practice. 

Despite the above explanations that provide evidence of the relevance of the ANT, especially to organisational studies, several criticisms have trailed the theory, the first being that ANT is not original to organisational studies hence cannot be fully adopted for studies of communication within an organisation. Berry (2011), advises that ANT does not initially refer to communication within its underlying postulation. Scholars of organisational studies were responsible for integrating communication into the ANT; this creates a misinterpretation of the theory. Hence it cannot be fully adopted for organisational studies. The criticisms as mentioned above have not prevented the adoption of the theory of organisational studies Ledbetter, (2014), have used the ANT to buttress series of arguments in an organisational context and have discovered it to be relevant to communication. 
A researcher using the ANT in organisational studies will carefully interrogate the role of communication in maintaining positive interaction and synergy between and within departments since these are the core principles of the ANT in organisational research. Thus, this research will seek to understand the nature of communication within the Access bank and how communication has been adopted for the bank's overall maintenance as a network. 

[bookmark: _Toc57233383][bookmark: _Toc62497830][bookmark: _Toc73645588]2.4 Performance Management
[bookmark: _Hlk67454212][bookmark: _Hlk73609952]The global environment's rising competitive nature has made the recruitment, development, and retention of highly skilled employees paramount. Businesses with productive employees were better placed to do well in the business environment (Crawshaw, Vandick, and Brodbeck, 2012). Employees can only be productive if they are developed; hence, performance management (PM) has become essential to HRM practices. PM is regarded as the way employees are developed for greater productivity (Aguinis, 2013). Cascio (2014) went ahead of this definition to note that PM was the strategic process of "identifying, evaluating, monitoring, measuring and developing employee and teams to align with the organisation's strategic goals, thus enhancing goal attainment. 
In line with the above definition, Aguinis (2013) claims that PM is significantly linked with Human Resource Development (HRD); hence, HRD can be applied to PM. Hamlin and Stewart (2011) claim that PM seeks to achieve four (4) aims which are;
1. Improving individual and group effectiveness and performance
2. Improving organisational efficiency and performance
3. Developing skills, knowledge, capacity, and competency
4. Enhancing employee potentials and growth. 
In buttressing the above, Cascio (2014), expresses the need for PM in every organisation. He explains that PM is a distinct and elaborate procedure of improving individuals, teams, and organisational performance. This makes PM a core factor in all business that aims to achieve success. PM ensures that the human resource factors are thoroughly managed for the achievement of organisational goals and objectives. Performance management's main target is to improve product/service delivery and organisational practices through employees' efficient and effective development. 
[bookmark: _Hlk67454035][bookmark: _Hlk67454137]There is a raging debate among management scholars concerning the association of PM to Human Resource Management (HRM) and Human Resource Development (HRD). Scholars like Aguinis and Gottfredson (2011) support this association. Others such as Brown and Latham (2018), Blume (2013) and Cascio (2014) have disagreed. It is essential to understand both sides' point before a proper conceptualisation of PM can be achieved and properly fitting it to this study's context. 
[bookmark: _Hlk67454010]Aguinis and Gottfredson (2011) argue that PM can be linked to HRM or HRD because it seeks to achieve the four primary purposes; planning, organising, coordinating, and directing the HR elements for better productivity. Bisel. and Kelley (2012), argue that PM has many activities that fall under HRM/HRD. For instance, managers and staff training to acquire the relevant skills is a duty of the HR department. This falls under the scope of HRM and HRD, meaning that PM was equal to HRM or HRD. 
Aguinis and Gottfredson (2011), support this argument by explaining that it was unlikely to see an HR department that does not engage in PM activities; thus, PM, HRM, and HRD align with the overall intention of achieving a positive organisational outcome. On the other side of the argument, Akani (2019), point out that PM itself was different from HRM or HRD, advising that the two remain separate. 

PM is concerned with performance while HRM is concerned with resources. PM is more direct and focused and includes only processes that ensure that employee productivity and performance increase. On the other hand, the scope of HRM or HRD is broad to include all factors of the human elements regardless of whether they are targeted at performance or not.  HRM may focus on human, interpersonal relations, organisational ethics, culture, and how to improve the aforementioned through coordination, teamwork and cooperation exercises (Cascio, 2014). In simplifying this argument, Cascio (2014) mentions that while HRM or HRD focuses on policies for mobilising and coordinating the HR, PM focuses on the process, thus mobilising, coordinating, and evaluating the HR towards achieving organisational goals. 

The significant discovery from the above argument is in the scope and focus of PM. PM seeks to drive employees towards productivity and achievement of organisational goals (Crawshaw,; White, Vanc and Stafford (2010)  Aguinis, 2013) thus, all policies, practices, and processes that are involved in achieving the aforementioned is intrinsically part of PM. Therefore, PM can exist as a separate field or can be merged with HRM or HRD. 
Thus, within the context of this research and in drawing relevant data as informed by the above discovery, the research will focus on all policies, practices, procedures, and processes that seek to enhance the performance of the employees at Access bank Nigeria, regardless of their association or disassociation with HRM or HRD. 
[bookmark: _Toc73645589]2.4.1. Scope of Performance Management
As discussed in the preceding section, PM is directed at employee productivity, positive performance, and achievement of organisational goals, hence PM considers that all policies, practices, and procedures are aligned to ensure that employees perform at their maximum. Thus, the scope of PM despite being focused and direct can contain a lot of activities which makes it cumbersome and broad to contain in one study, however from the works of White, Vanc and Stafford (2010)  Aguinis (2013) the basic scope of PM can be explained as; 
Goal Setting and Expectation: This includes drafting goals to give employees a sense of direction and expectation. Goals keep employees targeted, focused, and motivated 
Training and Development: Involves the acquisition of specific, technical, and cognitive skills to enhance the performance of employees  
Rewards Management: Provides appreciation for employees, thus serving as a reinforcement for more positive actions. 
Performance Evaluations: This is the process of reviewing employee performance, thus identifying high and low-performance staff, reasons for such performance, and drafting appropriate strategies to improve on performance. 
The above has been identified as the scope of PM, organisations are likely to centre on PM strategies and policies in line with the above, , explain that some organisations may elaborate on this to include employee welfare, career development, and promotional opportunities, however, these can be combined under rewards, training, and development respectively. Therefore, within this study prime attention will be given to how the above scope is incorporated into the organisational process of Access and its attendant impact on the performance of employees. 
[bookmark: _Toc73645590]2.5. Importance of Communication to Performance Management
Since PM is aimed at improving employees for better performance, effective communication can thus be used as a factor for enhancing employee performance. The following are researched ways by which effective communication is used as a tool for employee performance
i. Effective communication enhances coordination and teamwork: Tenk (2017), research conducted on the role of communication within corporate organisations in South-Africa notes that clarity and preciseness in communication were essential in developing departmental inter-dependence which fosters unity, teamwork, and coordination. Employees that were coordinated were more likely to achieve tasks without many challenges
ii. Effective communication enhances productivity: The effectiveness of communication ensured that employees enlightened and aware of goals, objectives thus generating the expected behaviour from employees. Kibe (2014) research notes that the reason for lack of productivity amongst staff was 34% related to ignorance of "what they are supposed to do"
iii. Effective communication enhanced motivation: As noted within the conceptual discourse of communication, communication is complete when there is feedback, management adherence to feedback from employees, instilled the feeling of importance and sense of belonging. This serves as an impetus for greater motivation, commitment, and productivity. 
Based on the above, it can be concluded that Effective communication is an essential tool for performance management.  Ibad (2013) notes that effective communication was seen in every part of the organisational process, i.e. training, development, work-life balance, leadership, rewards, and management. All those mentioned above rely on effective communication for their goals to be achieved. Hence effective communication was the "life-wire" of organisations
[bookmark: _Toc73645591]2.6. Theories of Performance Management
Theories of performance management have become essential since complexities surrounding business activities have increased. Businesses face different challenges such as competitions, legal, political, and socio-economic environmental-related challenges. As a panacea to the problems mentioned above, several scholars, Ibad (2013); Kibe (2014), have suggested that investment be made in the human resource (HR) aspect of the organisation as with a standard and well-developed HR, organisations could withstand challenges. This is the basis of performance management theories; thus, the theories explain how organisations can develop and stir their HR into greater productivity, resulting in greater organisational success. However, one theory is essential and reviewed in this section. 

[bookmark: _Toc73645592]2.6.1. Goal-Setting Theory
One of the foremost theories of PM is the goal-setting theory which Edwin Locke postulated. The theory emphasises the proper setting of goals, objectives, and targets as this was essential to HR's performance (Laskham, 2014). The development of a plan of action can motivate employees into achieving such plans. The core principle of the goal-setting theory as explained by Rosie, Peter and Tony (2005), is motivating employees towards better performance by setting realistic and achievable goals. The theory is further built on four guiding philosophies: 
· Setting targeted and specific goals was necessary for performance as it motivated employees better than vague and ambiguous goals. 
· Higher goals lead to employees' higher motivation, which increases employee ability and commitment to achieve such goals. 
· Achieving goals were a product of setting targeted goals and increasing employees' commitment towards achieving them through the involvement of employees in decision-making, adequate feedback, and rewarding/appreciating employees for good performance. 
· Effective goal setting influences employee performance in three basic ways; influencing employees' choice to achieve goals, galvanising employee effort towards achieving goals, and stimulating innovations and creativity. 
Several arguments have trailed the potency of the goal-setting theory in motivating employees towards positive performance. Arguments are based on the significance of goals and how they are achieved. For instance, Femi (2014), notes that the goal-setting theory was a motivational theory that spurs employee into positive actions. Thus, achieving organisational performance, he notes that for this to happen, the focus should be on goals. Thus, organisations need to draft relative goals that resonate properly with employees, which will stir them into positive actions. This is in line with Mahajan, Bishop, and Scott (2012), who explains that higher goals energise employees to achieve more, thereby inducing better strength for positive performance. 

On the contrary, several scholars have provided their arguments against the theory. These scholars argue that goals themselves are just "associated factors" of performance but cannot be a "means to an end". This concurs with the argument of Bodie and Crick (2014), that goal-setting theory focused on goals as a motivational factor to performance while in the real sense having good goals was not sufficient to motivate employees. Factors such as rewards, salary, wages, good working conditions were important in keeping employees motivated. Companies that had reasonable goals but failed to provide good working conditions, rewards, salary, and wages were bound to have a demotivated workforce and poor employee performance. Furthermore, Kibe (2014), describes the theory as "one that relies on the past" in the sense that achievement of previous goals can make employees relaxed and uninterested in achieving new goals. This can lead to employee underperformance. 

Aguinis, Joo, and Gottfredson (2011), criticised the theory claiming that though the theory focused on goals, it failed to provide the characteristics and standards that goals must fulfil to motivate employees into achieving them. In other words, the theory failed to answer questions like "what are goals?" "how are goals formed?" “What kind of goals motivate employees?”.
Despite the above criticisms, the goal-setting theory has been adopted by countless research in investigating factors responsible for employees' performance. Inputting the theory in this study's context, the researcher will investigate the types of goals set in Access bank. Furthermore, the researcher will interrogate the ability of these goals to motivate employees into achieving them. The researcher will also carefully examine the factors responsible for the achievement or non-achievement of goals. Furthermore, since the study focuses on communication, adequate attempts will be made to investigate the correlation between effective communication and its influence on goal achievement. This will thus be significant in achieving the research objectives. 
[bookmark: _Toc57233387][bookmark: _Toc62497834][bookmark: _Toc73645593]2.7. Empirical Reviews
Empirical reviews provide authentic and data-based evidence through research conducted in different organisations and case studies. Several empirical studies have been conducted that buttress communication theory and models' relevance in enhancing organisational productivity. 
Soyinka (2019) researched the 7Cs framework and its incorporation to communication patterns in a selected number of banks in Nigeria, using quantitative analysis. The research revealed a positive correlation between the 7Cs of communication and improvement in work and productivity rates. The research further buttresses the argument made in earlier sections of this review that effective communication creates awareness amongst staff on expected action, thus improving their productivity. While her study supports the earlier findings of the link between communication and employee productivity, her study adopts quantitative analysis, thus are study succeeded at establishing the relationship between the two variables but not explaining the nature and extent of the relationship. Furthermore, the 7Cs framework was not critically explained in the context of her research. This provides a significant gap that this study needs to address.
In a similar study, Ainobushoborozi (2013), studied the use of interactive and transactional communication models in selected government agencies in Kampala. A sample of 400 employees cut across banks and insurance firms, the research reveals that interactive communication foster’s goal attainment as interactions were mainly based on jobs, task, and goals. However, the research revealed that organisations that used this form of communication had lower staff commitment, loyalty, and engagement. Firms that used transactional communication showed greater engagement, loyalty, and commitment amongst staff. 

The goal-setting theory as a means of PM was also tested by Weimann., Hinz. Scott. et al,  (2010), their study revealed that goals were significant in an organisation and served as a motivation source. However, their study notes that goals should not be exchanged for motivation policies such as rewards, salaries, wages, and welfare. The latter played a higher role in motivating employees than the former. Thus, the empirical reviews reveal that effective communication can still be used as a tool for performance management, depending on the model used.  
[bookmark: _Toc57233388][bookmark: _Toc62497835][bookmark: _Toc73645594]2.8. Review of Existing Debates within the Literature
From the literature review, two current debates have been discovered. The first debate centres on what constitutes effective communication. Ruck and Welch (2012) notes that communication was effective when it passes through to the receiver and elicits the desired action. Michailova and Sidorova (2011) suggest that effective communication was based on the message convened as the message's quality determined the attendant action. Mahajan, Bishop, and Scott (2012) posit that effective communication requires the fulfilment of the 7Cs criteria; clear, concrete, coherent, concise, concrete, courteous, and complete. According to Bodie and Crick (2014), the 7Cs covered the fundamentals of communication, as information structured within this framework was bound to be quality and elicit the right actions. Opposing views Ruck and Welch (2012) note that the effectiveness of communication does not rely on a framework but understanding and achieving the intention the communicator seeks to achieve. 
The second debate identified from the review was concerning the theories for effective communication. Based on the interactional and transaction theories, it is evident that arguments still exist on which theory can be accepted as a performance management tool. While the interactional focuses on the job itself, the transactional focus on building more significant interpersonal relations. Ibad (2013) notes that the interactional does not consider employees' humanity; it limits communication to achieving organisational goals. Kibe (2014), on the other hand, admits that while transactional offers a broader scope of communication, i.e. the intention for communication is to increase interpersonal relationship amongst employees, it quickly deviated from mandates of performance management which was to enhance the performance of the organisation. In countering this, Berry (2011), mentions that since improving interpersonal relationships amongst employees enhanced commitments, and engagement which further enabled employees to achieve goals for the organisation, the transactional theory is still accurate and can be used as a tool for performance management. 
The above debates thus show that research within communication and performance management is ongoing. This research will be investigating these debates with the desire to make meaning of them. 
[bookmark: _Toc62497838][bookmark: _Toc73645595]2.9. Conceptual Framework
The conceptual review is based on the concepts, which are the main variables of the study. It has to specific and narrow down the variables into researchable units which the researcher can adopt for the study. The conceptual framework is thus the collection of all variables, theoretical adaptations, and measurable values within this research context. This study focuses on Effective communication and performance management. The table below thus provides the conceptual framework


[bookmark: _Toc73611343]Conceptual Framework


	S/N
	CONCEPTS
	MEASURABLE VALUES

	1
	Effective communication
Involves the passage of information and achievement of the goals the information is intended to achieve
	7 C’s of Communication
Clarity, 
Concreteness 
Coherency
Conciseness 
Courteous
Correctness, and 
Completeness

	2
	Channels of Communication
Refers to the mediums through which communication is passed 
	Conventional Methods: Meetings, leaflets, letters, brochures etc
Technological Methods: Webinars, social media, emails, films etc

	3
	Performance Management
Process of identifying, evaluating, monitoring, measuring and developing employee and teams so that they align with strategic goals of the organisation thus enhancing goal attainment.
	Goal Setting and Expectation: This includes drafting goals to give employees a sense of direction and expectation. Goals keep employees targeted, focused, and motivated (Ferner and Almond, 2013). 
Training and Development: Involves the acquisition of specific, technical, and cognitive skills to enhance the performance of employees (DeNisi and Smith, 2014) 
Rewards Management: Provides appreciation for employees, thus serving as a reinforcement for more positive actions. 
Performance Evaluations: This is the process of reviewing employee performance, thus identifying high and low-performance staff, reasons for such performance, and drafting appropriate strategies to improve on performance

	4
	Theoretical Applications
Actor Network Theory
The theory explains that each employee works in a network with other employees, relationships is thus necessary for ensuring that the network is maintained

	How Communication is being used for maintaining relationship and synergy between employees hence ensuring that the network or organisation is maintained


	
	Goal setting theory
The theory explains that goals is necessary for performance as it keeps employees focus and directed
	How goals are made? And how they are adopted to ensure employees continuously perform as expected. 


Table 1.
The above conceptual framework will be utilised to investigate the nature of communication channels, the effectiveness of such communication channels and their impacts on performance management. Furthermore, theoretical models will be appraised to discover conformity within the case study i.e Access bank Nigeria. The diagram below is a pictorial representation of the conceptual framework and relationship between variables that will be studied









[bookmark: _Toc73611354]Conceptual Framework
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									Figure 2
The above picture reveals the primary areas where the researcher will interrogate; For effective communication, the researcher will interrogate the current flow of information of the bank against the 7C’s framework, thus identifying if communication within the bank is effective or not, this will achieve objective one (1) of this research. 
The channels of communication in Access bank will be interrogated based on the conventional and unconventional means of establishing if communication channels are in line with the ANT that supports the use of technology for maintaining the flow of information in the entire organisation. This research will also investigate the positive outcomes of departments' relationship and hence fulfil objective two (2) of this study. 
PM will be considered in light of its scope. The researcher will consider how management has implemented certain policies and the benefits of this to organisational success. The theory of goal setting will further be interrogated vis the scope of PM. 
The impacts of effective communication will also be studied by discovering effective communication on employee performance. Using the ANT, the researcher will discover of effective communication enhances the relationship and performance of staff in Access bank, thereby achieving objective three (3) of this study 
The literature review shows that investigating the above will make greater meaning through qualitative means. This is necessitated by the gaps identified in the empirical review of lack of concentrate and in-depth explanation concerning the relationship between effective communication and performance management because most scholars () () () used quantitative methodology. Thus, this research will fill in this gap by using semi-structured interviews to collect data to achieve the research objectives. 
[bookmark: _Toc57233389][bookmark: _Toc62497836][bookmark: _Toc73645596]2.10. Conclusion
General literature used for this study was empirical and qualitative, offering substantial insights into the concepts of communication and performance management, therefore enhancing their applicability during the research process
Regarding the research objectives, this review has provided several frameworks that will influence the drafting of a conceptual framework to measure communication and performance management in Access bank effectively. The review has further offered a better understanding of effective communication, communication channels, and the applicability of communication to performance management, which are central objectives of this research.
The next section of this study contains the research methodology 






[bookmark: _Toc73645597][bookmark: _Toc62497841]CHAPTER THREE
[bookmark: _Toc73645598]RESEARCH METHODOLOGY
3.1. Introduction

This section of the research discusses the methodological frameworks adopted for this study. This section seeks to outline the several research instruments and tools that is relevant in collecting and analysing data. Thus, this section is critical as it discusses all procedures to ensure that the research achieves the research aims and objectives. The research method is discussed using the Saunders, Lewis, and Thornhill (2016) research onion which is depicted in the figure 3 below: 

[bookmark: _Toc73611355]                                                               Research OnionsInstrument of Data Collection
Semi-Structured Interviews

Method of Data Analysis
Thematic Analysis


Source: Saunders, Lewis, and Thornhill (2016)			Figure 3
[bookmark: _Toc73645599]3.2. Research Philosophy
The research philosophy provides the overall framework for the acquisition of knowledge (Burke and Johnson, 2004). It provides specific laws, principles, and guidelines for the development and acceptability of knowledge within the academia. The research philosophy is a combination of all norms, values, patterns, and beliefs which are adopted in academic endeavours to gain knowledge about existence and reality. Ihemeje (2006), Research Philosophy ensures that knowledge is obtained appropriately for academic usage and the benefit of humanity. A research philosophy is thus essential to any study. 
The interpretivism research philosophy is adopted for this research. The philosophy argues for the study of humanity with values, reality, and construct which they create for themselves. It centres on humans, organisations, organisational processes, and impacts of these organisational processes on individuals within and external to the organisation. The philosophy also allows for subjectivism and flexibility of research processes, as a thorough study on humans cannot be achieved using pure objectivism. The table below explains the major characteristics of interpretivism
[bookmark: _Toc73611344]Features of Interpretivism
	Research Philosophy
	Terminology often associated with basic research paradigms
	Basic Methods
	Data collection measures (examples)

	Interpretivism
	Naturalistic
Phenomenological
Hermeneutic
Interpretivist
Ethnographic
Many participants value
The social and historical interpretation
Theories creation 
Symbolic interaction
	Qualitative methods

	Interviews
Observation
Document Study 
Digital ethnography
Image data analysis


Source: Zukauskas, Vveinhardt and Andriukaitiene (2017)                               Table 2

Interpretivism excels in business research as it aids in achieving deeper meaning to organisational process and its impacts on individuals within the organisation (Joubish, 2009). While using interpretivism the business researcher is capable of obtaining detailed explanations and reasons concerning several organisational outcomes. Furthermore, interpretivism enables the study of organisational processes by enhancing a deeper understanding between the manifestation and relationship between variables in an organisation (Sekaran and Bougie, 2016). 
The aforementioned is the reason why interpretivism is adopted in this research, as it enhanced the study of effective communication on performance management which are all organisational variables, it also provided an in-depth understanding of the manifestations and relationship between these variables. Furthermore, since individuals within the organisation are the centre of analysis, subjectivism and flexibility are required for the success of the entire process. 
A major limitation of the interpretivism philosophy is it does not emphasise critical and objective analysis of phenomena (Ihemeje, 2006). Beach and Rasmus (2016), notes that the philosophy was subjective in nature hence was susceptible to manipulations by the researcher. This limitation however did not pose a threat to this study, as the researcher developed credible instruments and methods of data collection and analysis which reduced the researcher's influence on the findings.
[bookmark: _Toc62497842][bookmark: _Toc73645600]3.3. Research Approach
The research approach refers to the medium or method adopted by a researcher in reaching conclusions about variables, it provides the framework towards theory development and knowledge building (Chenail, 2011). The research approach adopted for this study is the inductive approach. The inductive approach moves from “specific to general” by studying the specific relationship between variables, establishing patterns, and making generalisations concerning the relationship and manifestation of these patterns. As such the inductive approach is potent for single studies Franklin (2012), as well as studies that focus on social realities and constructs. The diagram below shows the inductive research approach process. 
[bookmark: _Toc73611356]Inductive Research Process
[image: ]
Source: Franklin (2012)				                          Figure 4
This approach is adopted for this study as it enhanced the study of the relationship between effective communication and performance management, thus trying to establish the pattern of relationship between the variables, further enhancing the ability to generalise its findings.
In using the inductive approach, the researcher focused on studying the channels of communication, effectiveness on a specific organisation i.e. Access bank, and their impact on performance management. Furthermore, another justification for using the inductive approach in this study was because the approach goes together with the interpretivism philosophy, Franklin (2012), notes that most outcomes of interpretivism are inductive in nature. 
[bookmark: _Toc62497843][bookmark: _Toc73645601]3.4. Research Design
The research design refers to the blueprint for integrating all elements of the research, it is the method adopted for harmonising all aspects of the research i.e. research objectives, data collection, and data analysis to ensure a logical and coherent outcome and conclusion. With the aid of a standard research design, a researcher arrives at genuine and authentic answers to the research questions (Beach and Rasmus, 2016). 
The research design adopted for this study is the Qualitative research design, that emphasises studying phenomenon through the use of non-numerical values and data. The qualitative design thus uncovers a deeper explanation of organisational process. The qualitative design also provides a detailed explanation of the significance of variables to organisations. The qualitative design is thus adopted for this study, as the design will enhance the in-depth and detailed study of effective communication and its impacts on performance management, which are all organisational variables. Using this design, the researcher will be able to study peculiarities of communication channels within Access bank, thereby enhancing the discovery of certain data that will be missed if quantitative research is carried out. Furthermore, the qualitative research design is mostly used with the interpretivism philosophy and inductive approach, since all the aforementioned methods seek to study human behaviours and organisations subjectively, thereby providing room for flexibility and in-depth research. 
A major weakness of the qualitative design is that it does not support generalisation, however, while using the inductive approach, that moves from “specific to general”. The researcher was be able to generalise the outcomes of effective communication and performance management.
[bookmark: _Toc62497844][bookmark: _Toc73645602]3.5. Research Strategy
A research strategy refers to the procedural method for collecting and analysing data. While the research design details the kind of data to be collected, the research strategy explains the process for collecting data. The research strategy adopted for this study is the qualitative strategy. This strategy collects data as non-numerical values, and analyses these variables in a non-numerical format. The qualitative strategy goes together with the qualitative research design. The qualitative strategy collects non-numerical data from individuals; thus, it collects factual information, which makes it a major strategy used by behavioural and business researchers.  The strengths and weakness of the qualitative research strategy is depicted in the table below
[bookmark: _Toc73611345]Strengths and Weaknesses of Qualitative Research Strategy
	S/N
	Strengths
	Weaknesses

	1
	Allows the gathering of rich personal data
	Interviewee could be presenting inaccurate information

	2
	Gives the researcher the ability to understand individual’s context and motivations
	Impossible to draw a random sample of interviewees

	3
	Allows follow up and probing of responses and examination of complexities
	Data obtained cannot be generalised to the population

	4
	Allows the interviewee to talk about what they think is important
	Large amount of time and effort is required to set up interviews

	5
	An extremely versatile method
	Potentially expensive; transcribing interviews is costly

	6
	Non-Verbal information can be obtained from observing body language and intonation
	Transcribing is time-consuming


Source: Beach and Rasmus, 2016				Table 3
The core strength of this strategy is the ability to collect deeper and in-depth knowledge from the research participants, thus enabling a broader and detailed understanding of variables. This will be essential to this research, as the strategy was adopted to gain deeper understanding concerning effective communication, communication patterns, and performance management. Furthermore, the strategy enhanced the proper sampling and interviewing of the appropriate participant to analyse the impacts of several organisational variables (Chenail, 2011). This study thus used this technique to interview key participants in Access bank further evaluating the meaning and effectiveness of communication on performance management. 
Gorard (2013), criticised the qualitative strategy as being biased, anecdotal, small-scale, and lacking rigor, Sekaran and Bougie (2016), reacted to this by noting if the qualitative strategy is utilised properly, it produces unbiased, valid, in-depth, credible, and reliable research. Thus, the researcher adopted all means to ensure the appropriate use of the qualitative strategy.
[bookmark: _Toc62497845][bookmark: _Toc73645603]3.6. Sources of Data
Two forms of data were used for this study i.e. the primary and the secondary source of data. 
The primary data was the major source of data. It was collected directly from the participants through the use of interviews; thus, it is collected first-hand from the population of the study. The primary data is regarded as accurate and credible because it is collected first-hand from the research participants. Thus, it is a representation of their opinions (Gorard, 2013), it is also rich in insight and provides to a significant degree an accurate description of the phenomenon or variables under study, it is thus a reliable source of data (Sekaran and Bougie, 2016). The primary data served as the major data for analysing responses concerning effective communication and performance management and further achieving the research objectives of this study.
Secondary data was also used for this research. Though since it already exists as information, it was used to support, buttress or make arguments for and against the findings from the primary data. Secondary data was sourced from books, journals, articles, peer reviews, company bulletins etc which discussed the issue of effective communication and its relevance. Secondary literature is was used to synthesise and discuss the research findings. 
[bookmark: _Toc62497846][bookmark: _Toc73645604]3.7. Instrument of Data Collection
The instrument of data collection was the interviews. The researcher had interview sessions with participants, where a group of questions is asked to participant.  The Participant’s answers was recorded for further analysis. The interview excels in generating in-depth, detail and elaborate understanding of issues, this is essential in generating the accurate data for the research objectives (Beach and Rasmus, 2016). The interview is drafted in the semi-structured and open-ended format which allowed for open responses from the participant while providing opportunities for probes leading to greater data generation and collections. Questions in the interview schedule was drafted based on the conceptual framework, which already provides variables that need to be studied. 
[bookmark: _Toc62497847][bookmark: _Toc73645605]3.8. Participants of the Study 
The participant of the study included all staff of Access bank, both management and non-management staff are recruited for the study. The researcher tries to evaluate the flow of information from management levels to employee levels and vis-versa, thus, the two levels is required. The participants are recruited based on convenience and purposive sampling techniques. This is to ensure that only participants with the right information and those who were willing were recruited for the study. Six participants were recruited for the study based on the convenience and purposive sampling
[bookmark: _Toc62497848][bookmark: _Toc73645606]3.9. Access and Ethics 
Research ethics are essential to the overall conduct of the research. They ensure the safety of the researcher and the participant thus ensuring that data collected in sourced in the right manner thus boosting the authenticity of the study (Beach and Rasmus, 2016). In conducting this study, the researcher abided by all principles governing the conduct of research especially those that relate to participant safety and willingness to participate in the study. Participants were not coerced into participating in the research, their willingness to remain or withdraw from the research was upheld at all times. In ensuring that participants were recruited based on their free-will, the researcher obtained both consent and plain language forms as an evidence to authenticate that all participants have agreed to be part of the study (see Appendix A and B). The identities and other personal information of the participants are kept safe. This is to avoid jeopardising the security of the participant. Furthermore, the interviews took place in a safe environment or using safe methods which did not harm the participant. 
The researcher will also adhere to principles concerning data safety, data management and other research protocols, some of such principles include: 
· Duly acknowledging sources 
· Absence of falsification and fabrication of data
· Maintaining objectivity and openness 
· Respect for intellectual property
[bookmark: _Toc62497849][bookmark: _Toc73645607]3.10. Analysis of Data 
Analysis of data using the qualitative design is mainly done through thematic analysis. The thematic analysis groups data under specific headings and makes analysis using secondary literature. The thematic analysis enables easier understanding of the research findings. There is no universal approach to the thematic analysis, however Franklin (2012), notes that the following five steps are common to all thematic analysis; 
i.	Listening and transcribing all interviews
ii.	Coding of interviews based on codes developed from the conceptual framework
iii.	Developing of themes
iv.	Categorising of data based on themes
v.	Discussions, findings and conclusions. 
Thus, the above steps were used to analyse data collected from interviews. 
[bookmark: _Toc73645608]3.10. Test of Validity
Validity is a factor in research that ensures that the research instrument measures what it is intended to measure. Validity is important as an instrument with a low validity elicits low quality responses which thus impacts on the overall outcome of the research (Beach and Rasmus, 2016). Therefore, validity should be taken into consideration. For this study validity was ensured using the content validity and pilot study, thus the research instrument was presented to the research supervisor who is a veteran in Human Resource Management, thus critically examining the instrument for proper contextual and theoretical constructs. Furthermore, the pilot studies were conducted with two participants. This aided the research in discovering unnecessary and irrelevant questions as well unforeseen circumstance that could impact negatively on the research. Thus, enabling the researcher to take the necessary steps to forestall their occurrence and improving the conduct of the study. 
[bookmark: _Toc73645609]3.11. Conclusion
The research method enhanced the in-depth and detail understanding of the role of effective communication on performance management in Access bank Nigeria. This is significant addition to knowledge concerning the research subject matter. The research methodology ensured that the outcome of the study is thus significant to business practice and academic endeavours, as it served as significant knowledge for future academic development. The outcome of the research was can also be adopted by organisations. The research recommends ways in which the quality of communication can be enhanced for better performance in an organisation, thus these recommendations can be adopted as models for enhancing business practice of communication and information sharing. The next chapter is the research findings



























[bookmark: _Toc73645610]CHAPTER FOUR
[bookmark: _Toc73645611]ANALYSIS AND DICUSSIONS
[bookmark: _Toc73645612]4.1. Introduction
This section of the research contains the analysis of findings based on the interviews conducted by 6 employees of Access bank Nigeria. The table below describes the demographic information of the participants. Due to the principle of anonymity, only the initials of participants are used. 
[bookmark: _Toc73611346]Participant Biodata
	S/N
	NAME
	DEPARTMENT
	WORK YEAR EXPERIENCE

	1
	TY
	Bulk Room Staff
	Four years

	2
	DN
	Management Staff
	 Four years

	3
	GH
	Marketing and Promotions
	Four years

	4
	PO
	Management Staff
	Six years

	5
	OS
	Customer Care
	Three years

	6
	DT
	Records
	Five years


										Table 4
The analysis of data follows the thematic process as explained by Franklin (2012), which include; 
Listening and transcribing of interviews: Interviews were transcribed through a written process. 
Coding of interviews: codes were developed based on the conceptual framework and the most popular response. Responses were grouped to form a theme. The pie chart below shows the number of themes generated and the attendant number of responses. 


[bookmark: _Toc73611357]Pie Chart of Coded Reponses

Figure 5

Developing themes: As noted in the subsequent section, themes were developed based on the number of responses: thus, data was categorised based on the number of themes. 
Discussion of findings: Here, discussions of the findings are made based on the themes recorded. The diagram below reveals the themes and findings



[bookmark: _Toc73611358][image: ]Summary of Themes

Figure 6

[bookmark: _Toc73645613]4.2. Analysis and Discussion of Themes
[bookmark: _Toc73645614]4.2.1. Theme One: Nature of Communication in Access Bank
Communication entails the passage of information from one person to another, with the aim of sharing ideas and intentions. In Access bank the participants had different opinions concerning communication in the bank. 
Responses for Theme One
	[bookmark: _Hlk72379118]PARTICIPANT
	RESPONSE

	TY
	Communication is the flow of information from one level to another or between levels, here in Access bank have good structures for communication, our communication takes the up down approach and also horizontal approach which is, in between departments, I will not say that communication is perfect but it indeed achieves its goals which is sharing and passing information as well as keeping people up to date on what is expected.

	DN
	Communication in the bank as important for the overall livelihood of the organisation, without good communication, things will not go on smoothly, so communication in the bank helps everyone to be coordinated, orderly and focused on what they are doing. Furthermore, communication in the bank takes a up to down method as well as flat method, up to down meaning communication flows from higher levels to lower levels i.e from management to other lower staff. Management uses this type of communication to pass across relevant information, policies and practices, furthermore, communication is also down and up, that is we the employees also have a way of narrating our experiences, ordeals and positions concerning certain matters to higher ups. Furthermore, departmentally, communication moves from one department to the other

	OS
	Communication also occurs between me and the customers of the bank, customers narrate their challenges concerning several bank operations, this enables me look for ways to serve them better


											Table 5
From the responses above. It can be the deduced that the nature of communication in Access bank is vertical and horizontal. 
The analysis of the responses has revealed key issues concerning communication. It is discovered that there is the nature of communication and the benefits of communication in the bank.
Communication takes several processes, models, and frameworks; within the literature review, it was revealed that two forms of communication exist, i.e., vertical and horizontal communication.
[bookmark: _Toc73645615]a. Finding one: Vertical Communication 
Vertical communication is the movement of information from upper levels of management to lower levels on the organisational chart (up-down communication). This form of communication is essential for ensuring that employees are constantly briefed on the expectations and requirements of the organisation. Through vertical communication, management can pass instructions, business orders, formal reports, policies, and goals, etc.  With vertical communication, goals and strategies of the company are passed appropriately, therefore leading to adherence to actions and preferred expectations (Kibe, 2014)
Vertical communication in Access bank, Nigeria does not stop at management passing information to employees, but it also includes the passage of information from employees to management; this passage involves giving feedback on policies, programmes, and instructions passed to employees. This is popularly called upward communication. The literature reviews Du, Bhattacharya, and Sen (2010); Ibad (2014); Mahajan, Bishop, and Scott (2012), revealed that this form of communication essential for making leaders aware of outcomes of policies on employees, GH confirms this as he states: 
"We at the lower levels can communicate to managers our feelings and perceptions about policies especially those ones which grossly affect us"-TY
Down-up vertical communication provides the opportunity for employees to suggest to management areas for improvement and inform leaders on changes that can be made to improve staff performance. This is in line with the literature review. Scholars like Michailova and Sidorova (2011); Mahajan, Bishop, and Scott (2012), explain that downward communication allowed employees to share experiences with leaders, this is important as employees feel the impact of policies the most, hence they are better placed at advising management on the best way to structure policies within an organisation. PO's statement affirms this when he notes 
"The bank gives employees the opportunity to air their views concerning diverse issues, we have come to discover that employees have several ideas which help us a lot in drafting organisational strategy"- DN
[bookmark: _Toc73645616]b. Horizontal Communication
Another form of communication in the Access bank as discovered from the interview, is horizontal communication between departments in the bank. As rightly noted by DN
"We at the management level communicate with ourselves; likewise junior staff also communicate with themselves"- DN
This form of communication is essential for keeping employees coordinated and organised. Communication amongst staff enhances unity and teamwork (Kibe, 2014; Ibad, 2013); hence horizontal communication keeps departments informed about each other's actions. Files are sent to keep departments in unison, thus enhancing their cooperation, organisation, and achievement. Bodie and Crick (2014), note that horizontal communication was necessary for every company as it decreases the tendency of misunderstanding between departments while increasing efficiency and productivity. 
[bookmark: _Toc73645617]c. Customer to Employee Communication 
[bookmark: _Hlk72370217]This is a rare discovery from the interviews, as previous literature has not cognizant the communication pattern between customer and employee; this research discovers that apart from vertical and horizontal communication, there is also customer-employee communication. Here customers narrate their issues and problems to the employees, intending to receive solutions. It is the employees' job to listen to customers' complaints and try to solve them; this communication is essential for the bank's survival. White, Vanc, and Stafford (2010); Karjaluoto, Mustonen, and Ulkuniemi (2015), explain that without sufficient customer–employee communication, the organisation will be ignorant of strategies to enhance service delivery.  Musa (2013), notes that a breakdown of customer-employee communication leads to the overall failure of organisations. 
[bookmark: _Toc73645618]4.2.2. Theme Two: Benefits of Communication
Participants explained the benefits of communication to their personal productivity and organisational productivity
Responses for Theme Two
	PARTICIPANT
	RESPONSE

	GH
	Communication itself is the life-wire of every organisation, as without quality and adequate communication every organisation is bound to fail in its objectives, policies and aspirations. Communication in access bank is thus essential for keeping the coordination of the bank, it also is essential for administrative functions and passing across the required information people need. Communication is also needed for departmental unity and harmony for instance I work in marketing and promotions department, communication is very essential to my operations as I cannot do without passing information and getting information from records department. When I get new customers, I pass the information to records, records then document and gives me feedback. Communication is thus essential for both departments as it keeps us working together

	PO
	communication in this bank offers everyone the opportunity to share goals and aspiration, the management cannot do without communication, we in the upper cadre of the bank see communication as essential, amongst ourselves before we pass down to lower levels, communication enhances trust and commitment between us and the employees and employees and the customers. When you came into the bank you saw people talking, that is just the rudimentary form of communication, greater forms exist between the employees. Communication enhances our productivity, engagement, creativity, workplace relationships, change and it even helps in motivating staff to take appropriate actions


 From the above responses, it is deduced that the importance of communication in Access bank is Coordination and Focus, Expectation, Trust and Commitment, Productivity and Engagement. 
From the analysis of interviews, the following are the benefits of communication in Access bank
[bookmark: _Toc73645619]a. Finding one: Coordination and Focus:
 Good communication improves the coordination of employees, especially those working on similar tasks; it enhances cooperation, unity, and coherency in actions. Furthermore, it keeps employees focused on achieving targeted tasks (Mahajan, Bishop, and Scott, 2012); Bodie and Crick, 2014), this is in line with PO statement
"Communication improves the synergy between departments, it promotes interdependence and coordination"-PO
Expectations: With adequate communication, the required behaviours, obligations, and duties of employees are clearly stated, therefore ensuring compliance. This increases the productivity of staff (Musa, 2013). This is in line with GH statement
"Communication enables me to know what is expected of me and stick to doing it, it increases my productivity"-GH
[bookmark: _Toc73645620]b. Finding Two: Trust and Commitment
Trust and commitment are essential to every organisation, it is crucial that employees within the organisation can trust management, and vis-versa, the adequate flow of communication between managers and employees enhances trust and commitment. Providing the appropriate avenue for free flow of communication builds trust and commitment, thus improving productivity and goal achievement (Bodie and Crick, 2014). This is in line with TY's opinion
"The more you communicate with someone, the better your relationship with the person, hence continuous communication with management increases trust and commitment"-TY
[bookmark: _Toc73645621]c. Finding Three: Productivity and Engagement
  Communication is also essential to productivity and engagement, as with adequate communication, employees are aware of expected actions, which leads to compliance (Mahajan, Bishop, and Scott, 2012). DN confirms this 
"With the good systems of communication in place, we employees are kept abreast with relevant policies, actions and objectives, this when they are aware they are in a better place to achieve this objectives"-DN 
[bookmark: _Toc73645622]4.2.3. Theme Three: Channels of Communication in Access Bank 
Several participants aired their views concerning communication in the bank
[bookmark: _Toc73611347]. Reponses for Theme three
	[bookmark: _Hlk72371548]PARTICIPANT
	RESPONSE

	YH
	we have two basic forms of communication, the conventional methods which includes letters, memos, memorandum, circulars etc, this is usually passed from departments to department or from customers to the relevant departments. The technological means of communication include emails, video messages especially from the general manager of the bank to all units, films, fax, online memos etc. These are mainly used to pass urgent information especially from other branches of the bank. Customers also send us emails, so we can say the channels of communication is both conventional and electronic. 

	PO
	The channels of communication exist in two forms the traditional which includes normal letters, memos and seculars these are essential for passing information within the organisation, this is also helpful particularly with people like me, who are very conservative, I prefer sending the normal letters around the bank, which will be signed by the receiver and authenticated that they have received it. Not Withstanding the bank has incorporated other modern means of communication, which includes emails, fax etc. Every employee has a weekly email that tells them about their performance that week, we have also incorporated a program known as CheckMe, CheckMe is an app on every employees computer that tells them about their job roles, how they have achieved it, employees also clock in and out with it, CheckMe thus serves as a type of communication tool, because it is contacted to the general headquarters serve that has a database of all employees, there is a team in the headquarters that is charged with ensuring that employees keep up to the maximum working hours


T										Table 5
From the above responses, it is evident that two communication channels exist in Access bank i.e, conventional (oral messages, letters, memos etc) and technological channels (emails, webinars, applications etc). It is also deduced that there is a balance between both channels of communication. 
[bookmark: _Toc73645623]a.  Finding One: Conventional Methods of Communication
The conventional means involved the traditional oral commands, written letters, memos, etc., while the non-conventional includes technological and computerised means of passing information. Both channels of communication are essential within Access bank. Conventional channels are used mainly within the banks to pass information within departments, and between management and employees, customers also use conventional channels to pass information to the bank officials. Technological methods are also adopted to support conventional methods. Technological methods are mainly adopted for inter-bank communication. Furthermore, customers not willing to come to the bank can use technological methods such as emails to communicate with the bank on pressing matters. 
[bookmark: _Toc73645624]b. Technological channels of Communication
Technological channel especially the app called "CheckMe," are used to pass information from managerial levels to employee levels concerning their duties, workloads, achievements, etc.
[bookmark: _Hlk72375935][bookmark: _Hlk72376032]From this, it can be deduced that there is a balance between technological and conventional means of communication. There is a disparity in the literature concerning the nature of communication channels used in the banking sector. While Karjaluoto, Mustonen, and Ulkuniemi (2015); Mahajan, Bishop, and Scott (2012) note that technological channels of communication are widely adopted in the banking sector due to heavy data that needs to be processed and documented. On the contrary view, Musa (2013); White, Vanc, and Stafford (2010) note that the use of technology for passing information is not based on the industry but the organisation's needs and capacity. While the finding of this study is related to the second finding, it is contrary to the first. 
 
[bookmark: _Toc73645625]4.2.4. Theme Four: Effectiveness of Communication in Access Bank 

[bookmark: _Toc73611348]Reponses of Theme Four
	[bookmark: _Hlk72373441]PARTICIPANT
	RESPONSE

	OS
	Communication is very clear, like I said before void of ambiguity, like if you are told to do A, you will have a good understanding of what A means, and what is demanded of you to achieve A.
Well concrete, like substantial, yes, I will say but not sophisticated, I think the bank wants communication to be as simple as possible, so it's basically simple and understandable. Communication is also coherent, like it's in synergy with other departments. For instance, during performance evaluations, everyone knows what is expected, and how it should be done, we do not have one letter coming in and another coming in with a different message

	DT
	Messages are concise and courteous, like I said keep it simple. And for courteous yes, messages are courteous like polity in nature, even when you are fired, you don't get a disrespectful message, but a one that politely tells you to exit the organisation
Well basically the aims of communication is simply to pass information. Nothing more, when an action is to be taken, a new policy is drafted, when you need to keep up with your goals, or meetings etc. basically it's just for information.
Incomplete.? Well, no, because the aim of communication is information, hence for me though I've never had any incomplete information



 											Table 6
From the above responses, it is deduced that communication in Access Bank falls under the 7Cs of communication which is explained below
[bookmark: _Toc73645626]a. Finding one: Clarity 
[bookmark: _Hlk72372040][bookmark: _Hlk72375495]Responses have proved that clarity of communication and information passed; this is because all employees within the organisation understand whatever is communicated. Thus, communication always resulted in an accurate understanding of the message. Whenever management was passing messages, they were always clear and ensured that the purposes and intentions of passing such messages were realised. This is in line with the literature review, where Ruck and Welch (2012), explain that clarity of information is necessary for understanding the information communicated 
[bookmark: _Toc73645627]b. Finding two: Concise 
 Reponses also note that information was concise and straight to the point, especially letters, as OS notes 
"All information coming to the table was short precise, straight to the point and contained the required message"- OS. 
[bookmark: _Hlk72375532]Concise messages are important because they contain the necessary information, thus enhancing the receiver's understanding. The relevance of Concise information also captures the accurate information in limited words, thus stirring up the need for proper action. This confirms discoveries from the literature review; Leonard, Van Scotter, Pakdil (2011), explains that concise information was more appropriate in a formal business setting, bogus messages wasted time and led to confusion/misrepresentation of information. Thus, the conciseness of information is desired in organisations.
[bookmark: _Toc73645628]c. Finding Three: Concreteness 
[bookmark: _Hlk72372180]Communication in Access bank is concrete i.e.; the receiver has a vivid picture of what is being communicated. Concrete messages are solid and contain the desired messages; they are targeted at a particular audience, department, or group and have an accurate knowledge of what is expected (Ruck and Welch, 2012). DT revealed this when he notes that 
"Communication is concrete, it is not sophisticated as we try to keep messages as simple as possible, however messages are concrete, they contain the desired message and transfer the appropriate information"- DT
[bookmark: _Hlk72375578]The above means that communication in Access bank is done with an intention, objective, and an aim. This is in line with what is contained in the literature review where Leonard, Van Scotter, Pakdil (2011); Karjaluoto, Mustonen, and Ulkuniemi (2015), explain that for the information communicated to be coherent it must be specific and targeted to a particular department and individual. 
[bookmark: _Toc73645629]d. Finding Four: Coherency
The responses from the interview also show that communication in Access bank is coherent. Coherent communication means that there is a synergy in information, i.e., it must be logical and relevant to whatever it is passed to (Leonard, Van Scotter, Pakdil, 2011; Ruck and Welch, 2012). There should be a consistent flow in arguments, points, and opinions. This is the case in Access bank; responses from DT note that 
"Communication is coherent, when make sure that there are no differences in what is communicated, we cannot send a letter today containing an information and send another tomorrow containing a different information unless we make referral to the other". – DT
This thus confirms the findings from the literature review, where Karjaluoto, Mustonen, and Ulkuniemi (2015); Musa (2013) point out that coherency of information means that there is a logical, rational, and well-organised flow of information which ensures the appropriate action
[bookmark: _Toc73645630]e. Finding Five: Complete
[bookmark: _Hlk72375717]Complete messages contain all the required details and information to ensure that the right action is taken (Akam, 2011; Bery, Oteino, Waiganjo et al., 2015). Bisel, Messersmith, and Kelley (2012), note that complete messages usually contained the appropriate action, i.e., either a "call to action" or "a need to respond", complete messages, therefore, must have an associated action. From the responses, it is proven that information communicated in Access bank is complete; responses from OS proves this 
"We are lower levels, when a letter or an email comes to you, there is always an associated action, either it is stated treat appropriately, or transfer to the relevant department or make yourself available", this shows that information is complete". –OS
[bookmark: _Hlk72375747]Akam (2011) also notes that it must contain all facts and details required to stimulate the necessary action for communication to be complete. This is seen in Access bank; communication is complete as it contains all required information that necessitates the desired response. What applies in Access bank is in line with what is documented from the literature review; Clampitt (2013), explains that completeness of information required the details and comprehensiveness of information, this further includes the relevant actions to be taken. This is observed to be the case in Access bank. 
[bookmark: _Toc73645631]f. Finding Seven: Courtesy 
Within formal organisations, communication is required to be courteous i.e, respecting people, preventing insults and passive-aggressive tone (Azam, 2011). Communication is termed as being courteous when respectful, friendly, open, and honest (Clampitt, 2013). Ellwardt, Wittek, and Wielers (2012) also note that the quality of communication is in its politeness; polite information builds goodwill and enhances cooperation between departments. It also ensures that all messages are tactful. Communication in Access bank is courteous, i.e., presented in a polite and calm tone, enhancing the understanding of the message. OS comments note this: 
"Messages are courteous and polite in nature, even when you are fired, you don't get a disrespectful message- OS
The response proves that communication is courteous in Access bank, thus, propelling the desired action. This is in line with the literature review, where Ellwardt, Wittek, and Wielers (2012); Frandsen, Johansen, and Pang (2013) note that courteous communication is a potential and beneficial way of motivating the audience, therefore enhancing the appropriate action to be carried out. 
[bookmark: _Toc73645632]g. Finding Eight: Correctness
Correct communication fits the audience; it is error-free and factual in information, language, and grammar (Gondal and Shahbaz, 2012).  Incorrect messages can distract and reduce the credibility of the message passed; it also reduces communication effectiveness. Husain (2013); Kinicki, Jacobson, Peterson, et al. (2013) note that incorrect communication leads to misinterpreted responses and could lead to faulty actions. Thus, information should be clear at all times; in maintaining correctness in information, the details must be cross-checked, and the information must be communicated to the desired department or person. The interview responses have shown the correctness of communication in Access bank, from the response of DT 
"Information is always correct, this does not mean that it is always perfect, there might be some few issues, but the desired intention of the message is always passed a crossed"- DT
Thus, communication in Access bank is correct as the desired intention of the message is always passed across. This goes in line with the literature review, where Inedegbor, Ahmed, Ganjyat et al. (2012), explain that correct information is void of errors or misunderstanding. Thus, the aims of the message must be targeted and outlined in detail. 
[bookmark: _Toc73645633]4.2.5. Theme Five: Communication and Performance Management
Participants had varying views on the impact of communication on their performance
[bookmark: _Toc73611349]Responses for theme five
	PARTICIPANT
	RESPONSE

	TY
	 communication helps my productivity i.e it helps me achieve tasks better, because firstly I am able to know what to do, when to do it and where to do it, this reduces my chances of mistakes and other associated failures. This has significantly helped me in achieving all tasks assigned by my superiors. As they say knowledge is power with adequate communication of information, I know what is required of me, thus I am able to work and perform optimally. Furthermore, good communication especially between me and my superiors increased my chance to learn from my superiors, my superiors are able to coach me, tell me things which I need to know to make my work better. Finally with communication I am able to interact well with my peers, we get to share information, brainstorm on issues, this aids in creativity and better innovation

	DN
	with good information I am motivated to achieve more tasks and organisational goals. When I see my reviews, especially on CheckMe, I get the necessary drive to keep on working and achieve task, furthermore, when my I get feedback from superiors especially recommending me for further programmes and training exercises i am, significantly motivated to get more task done. Also, when we have a discussion with management, and I tell them my opinions and perspectives about certain policies and work issues, and they hear my opinions out and put it into practice, I get significantly motivated to keep performing properly in the organisation

	GH
	With good communication I am able to maintain solid relationship with my peers and other departments. Communication enhances the rate of coordination amongst departments, like in the bank we work in unison between each other, for example records and marketing are two departments that are very intertwined in their operations, whatever I do in marketing in terms of getting more customers etc, I need to report to records, records further give me feedback, having good communication between the departments ensure better coordination and teamwork.

	OS
	My communication with customers is cordial, fine and recommendable, the more a communicate with staff the better I become especially in achieving goals related to customers and the way they need to be treated. This helps my performance, because the more I communicate well with customers the more I am able to convince them to keep banking with our bank, and also access more desirables that the bank has to offer.


										Table 7. 
From the foregoing, it is evident that communication plays an important role in performance management by increasing productivity, motivating staff, enhancing coordination/teamwork, and improving customer service. 
[bookmark: _Toc73645634]a. Finding One: Productivity
[bookmark: _Hlk72376216] This refers to the ability of staff to meet up to the organisation's desired goals (Akam, 2011). Productivity is manifested in the achievement of goals, tasks, and objectives of an organisation. Each organisation has clearly stated goals and objectives, which marks the essence of its operations; employees' productivity is defined by the ability of employees to meet up such goals and objectives (Neves and Eisenberger, 2012). Within Access bank, it has been discovered that communication enhances the productivity of employees by helping them to achieve organisational goals. With proper communication, employees are knowledgeable on goals, objectives, and tasks they need to achieve; thus, this keeps them focused on attaining tasks. This is in line with the statement of that notes 
"Communication enables me to know what, is expected of me and putting all my focus into achieving what is expected, accurate communication keeps me knowledgeable and aware of new company practices which enhances my achievement of task"-TY

[bookmark: _Hlk72376247]Thus, effective communication in Access bank helps employees to be productive by keeping them abreast with company policies, objectives, goals, etc. This is confirmed by Akam (2011); Bery, Oteino, Waiganjo, et al. (2015), who notes that with good communication, employees were aware of employers' expectations, thus enabling them to meet up with it. Furthermore, effective communication allows employees to know how to accomplish tasks; this is proven from the statement of 
"With good communication, I am able to learn from my superiors, I am also able to perform tasks with the required degree as I am aware of how to accomplish tasks". - TY 
This proves that good communication helps staff know how to go about their tasks, thus enhancing their performance. Thus, communication in Access bank increases the productivity of staff. 
[bookmark: _Toc73645635]b. Finding two: Motivating Staff
 Another importance of communication to employees in the Access bank was it motivated them to perform more. DN states how communication motivates him
"When good feedback is given to me through communication channels especially through CheckMe I get motivated to accomplish tasks, when I make contributions during meeting with managers and my contributions are being acknowledged and implemented, I get motivated"-DN.
[bookmark: _Hlk72376424]Communications thus motivate employees towards the better accomplishment of tasks in Access bank. This finding is in line with the literature review where Tenk (2017); Kibe (2014), opine that one way to motivate staff is when management adhered to feedback received from staff, thus when communication is complete, and staff make positive feedback, and this feedback is implemented by management, they get motivated 
[bookmark: _Toc73645636]c. Finding Three: Coordination and Team
Perhaps the most significant advantage of communication of performance of employees is coordination and teamwork; Ferner and Almond (2013), note that with good communication, employees are organised and orderly, they perform their tasks in synergy, thus achieving teamwork, unity, and interdependence. This is manifested in Access bank as most staff explained that communication was necessary in keeping them in touch with other departments, thus enhancing their achievement of goals and tasks. 
"With good communication there is proper synergy between the marketing department and records, this enables us to improve on our Jobs, as interdependence fosters greater achievement of tasks"-GH
It thus follows that with good communication employees where better connected and coordinated; thus, they can achieve more tasks for the benefit of the organisation  
[bookmark: _Toc73645637]d. Finding Four: Customer Service 
Customers are at the heart of every organisation; thus, appropriately serving customers becomes essential for organisations that want to attain greater performance levels. Communication has a link with customer service, as noted by from the interview of OS
"Through effective communication with customers with, I am able to serve staff better, by listening to complains and attending to them properly, this enabled me to achieve most of my task's goals, as my tasks is related to bringing more customers for the bank"- OS
This finding is a new finding which has not been discovered by previous literature. Therefore, with good communication, employees were able to relate well with staff, this increased their performance, as customer relation is linked to the productiveness of staff. 
[bookmark: _Toc73645638]4.3 Overall Discussion 
Several pertinent issues were discussed in this study, especially in relation to effectiveness and performance management in Access bank; it was the central aim of this study to examine how effective communication influences performance management of staff in one of Nigeria's apex banks. Several findings have been discovered as discussed above; this section however will give a detailed discussion of the research findings. 
The first finding of the research was on the nature of communication in Access Bank. It was discovered that three basic forms of communication exist in the bank, vertical communication (up-ward and downward), horizontal (between departments), and employee to customer communication. With vertical communication, information flows from upward levels to downward levels. This is between management and staff; Kibe (2014), notes that this type of communication is necessary as it leads to the dissemination of information for staff, staff are also able to understand the basic policies, processes, and requirements of the organisation, which is further necessary for appropriate compliance.  Within the study, it was noted that with good vertical (up-down) communication, employees were given the relevant knowledge to carry out their duties, this fostered productivity and performance of staff (Du, Bhattacharya and Sen, 2010; Ibad, 2014); Mahajan, Bishop, and Scott, 2012). 
Down-up vertical communication exists when employees give feedback on policies or offer suggestions for improving certain management policies. This type of communication was also discovered in Access bank.  Employees were offered the opportunity to provide their opinions and perspectives to management through department heads, management, staff meetings, or suggestion boxes. Down-up communication in Access bank is necessary for motivation, building a strong relationship between management and employees, thus increasing the zeal of employees to perform optimally. The finding on vertical communication from the study confirms what is available in existing literature (Michailova and Sidorova, 2011); Mahajan, Bishop, and Scott, 2012; Kibe, 2014). There is thus a coherency between what is found in literature and the finding of the study.
The second method of communication discovered by the study was the horizontal form of communication; this, according to Ibad (2014), was a communication that flows between departments i.e., interdepartmental communication; this kind of communication is essential for keeping employees coordinated, united, and working in teams (Michailova and Sidorova, 2011). Kibe (2014) explains that team work was necessary for interdepartmental harmony and synergy, enhancing the coherency and quality of tasks performed. This is accurate, as responses from the interviews indicated that employees in Access bank worked collaboratively with horizontal communication. In Access bank, this form of communication increased cooperation, teamwork, unity, interdependence, which was essential for harmony and a unified approach to achieving tasks for the organisation's overall benefit. Horizontal communication in Access bank was thus beneficial to the organisation. This finding is in harmony with existing literature; Mahajan, Bishop, and Scott (2012); Kibe (2014) and White, Vanc, and Stafford (2010), explain that organisations achieved better when the workforce was interdependent, especially amongst departments. Husain (2013) also notes that organisations with an interdependent workforce built on solid communication had a competitive advantage and could leverage on it to achieve organisational performance. Furthermore, Lakshman (2014) confirms that organisations with an interdependent workforce had 65% more chances of success than organisations that did not. 
A key finding discovered in this research that was not contained in the literature is the communication between employees and customers. This form of communication is perhaps the most essential in an organisation, as organisations depend on customers for their success and profits; building a strong communication relationship with customers is necessary to ensure continuous patronage. In the Access Bank case, employee-to-customer communication was essential in keeping customers updated on bank policies, packages, and benefits that customers could subscribe for. Employee-to-Customer communication was also important in Access Bank. It kept customers satisfied; satisfied customers became bank ambassadors, recommended other customers to open accounts, and subscribe to different bank packages.  Since no reviewed literature mentioned this form of communication, it is a new discovery
The second finding of this study is the benefits of communication to Access bank. Access bank is a financial institution that relies on the positive performance of its employees to achieve its goals. Effective communication was therefore beneficial to the organisation; the study discovered that effective communication was beneficial to Access bank as it enhanced coordination and focus of staff i.e, communication provided synergy and interdependence amongst employees, thus improving focus and optimal achievement of goals. This is in line with the literature review, Mahajan, Bishop, and Scott, (2012); Bodie and Crick (2014), notes that a significant benefit of communication was cooperation, coordination, and teamwork. The second discovered benefit of effective communication was expectations; with proper communication, management was able to pass across the required behaviour to employees; this led to proper compliance to set expectations amongst staff. 
Trust and commitment were another discovered benefit of effective communication; with good vertical and horizontal communication, trust between employee and employee, employees, and management were achieved. This is in line with the literature review findings that reveal the centrality of communication to trust and commitment. Akam (2011); Bery, Oteino, Waiganjo et al. (2015), note that when managers clearly stated goals, policies, and objectives, it offered employees the chance to draw closer to managers, i.e it improved relationship between managers, this increases employees' sense of belonging to the organisation. A sense of belonging makes an employee feel important to the organisation, igniting the zeal for commitment and productivity. This is in line with the last benefit of communication discovered from the study: productivity and engagement. 
The third finding of this study is the effectiveness of communication in Access bank. Within the literature, Ruck and Welch (2012); Leonard, Van Scotter, Pakdil (2011) discussed that effective communication was based on the 7Cs of communication: clarity, coherency, completeness, concreteness, conciseness, courtesy, correctness. 
This study revealed that communication in Access bank incorporates all the aforementioned criteria, communication in Access bank is clear, i.e it meets the criteria of clarity, clear communication is void of ambiguity, therefore, cannot be misinterpreted (Karjaluoto, Mustonen, and Ulkuniemi, 2015). Clear communication further leads to an understanding of the message communicated, hence leading to the appropriate action. Communication in Access bank was clear as employees could clearly understand the demands of every message passed. Communication in access back is also coherent i.e it is logical and rational and passes the required message with simplicity. Communication in Access bank is complete, that is it is specific and states the desired goals.
Furthermore, communication in Access bank is concrete i.e not vague but factual and contains all the required information. Communication in Access bank is concise i.e simple and straight to the point. Furthermore, the research revealed that communication in Access bank is courteous and correct, i.e respectful and void of errors. 
Several researchers have used the effectiveness of communication framework; Leonard, Van Scotter, Pakdil (2011); Karjaluoto, Mustonen, and Ulkuniemi (2015); Akam, 2011; Bery, Oteino, Waiganjo et al (2015); Clampitt (2013). Findings from these researchers reveal that organisations that incorporate the 7Cs framework into their communication pattern had a more coordinated and productive workforce, as motivation, teamwork, knowledge on expectations, and desired outcomes were high. This is the case with Access bank Nigeria, as due to the incorporation of the 7Cs framework, the bank achieves high performance
A fourth discovery from the study was the channels of communication. From the works of Karjaluoto, Mustonen, and Ulkuniemi (2015); Mahajan, Bishop, and Scott (2012); Musa (2013), it was discovered that two main channels of communication exist. Conventional; traditional oral messages, letters, written notes, memos and Technological methods; emails, video calls, webinars. This is in correlation with discoveries made concerning channels of communication in Access bank. However, a central area of disparity however exists in the arguments of Karjaluoto, Mustonen, and Ulkuniemi (2015), who points out that banks use more technological channels of communication to keep up with heavy customer data and financial recording. This argument does not apply in Access bank as communication channels in the bank was balanced between traditional and technology. However, this finding goes in line with Musa (2013); White, Vanc and Stafford (2010), who note that communication channels are not limited to organisations or industry but are based on the organisation's needs and capacity. This is true in terms of Access bank as the bank adopted traditional communication channels to pass messages across the bank. In contrast, the bank adopted technological communication for passing messages outside the bank. 
The final finding of this study is the role of effective communication on performance management. Performance management is the procedure for improving individuals, teams and organisational performance, as such performance management is essential to the well-being of the organisation. With good performance management the effectiveness and efficiency of the human resource elements are increased, therefore leading to greater organisational performance, (Neves and Eisenberger, 2012); Akam, 2011; Bery, Oteino, Waiganjo et al, 2015). Therefore, the aim of performance management is to increase the performance of staff and subsequently increase the organisation's performance (Gondal and Shahbaz, 2012; Hondeghem and Dorpe, 2013). Communication therefore has a central role in performance management, this research discovers that communication in Access bank enhanced the performance of employees through increasing their motivation to work, increasing coordination and teamwork, increasing productivity and increasing customer service. 
With good communication employees had the proper motivation to work therefore increasing their performance, this confirms the argument of Tenk (2017); Kibe (2014), in the literature review that notes that good communication especially when feedback is adhered too by managers gives employees a sense of belonging, this increases their performance. Communication enhanced productivity through awareness of expectation, thus, with communication employees had adequate knowledge concerning "what to do, how to do, and where to do it". This further increased employee's productivity rate as confirmed by Peter (2015); Pulakos, Mueller-Hanson, O'Leary et al (2012) who note that poor performance of employees is associated with "not knowing how to perform tasks". Communication also increased teamwork and coordination thus enhancing interdependence of employees and departments therefore fostering cooperation in the achievement of tasks. Communication also enhanced customer service, as employees could interact better with employees, therefore identifying areas which services could be improved. 
[bookmark: _Toc73645639]4.4. Summary of the Research Findings 
The summary of the research findings include: 
i. Communication is essential to performance management in Access bank as it increased the motivation of staff to accomplish more tasks; increased coordination and teamwork amongst employees; enhanced the productivity of employees and enabled employees to properly serve customers 
ii. Access bank adopts the two channels of communication i.e traditional and technological method. The bank uses the traditional channels while communicating within the bank and uses the technological channels while communicating outside the bank 
iii.  Communication in Access bank is done through the vertical (upward-downward, downward-upward); horizontal communication (departmental communication) and customer and employee communication 
iv. The benefits of communication in Access bank include; coordination and focus; trust and commitment, expectations, productivity and engagement. 
v. Communication in Access bank is effective as it incorporates the 7Cs of communication. 








[bookmark: _Toc73645640]CHAPTER FIVE
[bookmark: _Toc73645641]CONCLUSION
[bookmark: _Toc73645642]5.1. Summary of Research 
This study sought to investigate the role of communication on performance management in Access bank Nigeria. The two variables of the study are essential in management studies; communication refers to the flow of information between a sender and a receiver, and it is considered the life wire of an organisation, as it was necessary for mutual understanding, cooperation and effective interaction amongst the human elements of the organisation. On the other hand, performance management refers to all processes and procedures adopted to ensure that an organisation's human resource elements are kept active and efficient, thus optimally achieving organisational goals. The key purpose of performance management is to develop several frameworks that ensure that employees can use their abilities effectively to achieve the highest quality work efficiently and effectively. Thus, the scope of performance management makes effective communication a necessity, as effective communication employees are informed of organisational goals and objectives, further keeping them focused and targeted. Also, effective communication is necessary for motivating employees for productivity. Effective communication is also essential as it provides the medium for employees to be well equipped and informed on the expected behaviours and necessary actions to take, hence, stirring up collective actions for organisational productivity.  
[bookmark: _Toc73645643]5.2. Implications of the Research Findings on the Research Objectives
Thus, this research tried to discover the role and influence of effective communication on performance management amongst employees in Access bank Nigeria. Access bank is amongst the apex banks in Nigeria. In 2020, the bank received an annual profit of $ 123 billion; this made it the second most profitable private bank in Nigeria (Abel, 2020). The bank has also witnessed a rise in customers from 12 million Nigerians in 2019 to 16 million Nigerians in 2020 (Abel, 2020). The bank also prides itself of being the epitome of good business practices. The bank's performance is linked to its staff, as the bank constantly adopts all measures to keep its workforce effective and efficient (Akani, 2019). Several studies have been conducted to discover the factors associated with the productivity of its Access Bank's workforce. However, less research investigates the role of effective communication in the bank's performance management. Thus, this research sought to investigate the role of effective communication to discover if effective communication is responsible for the accolades associated with the bank. To achieve this, three research objectives were posed. The section below explains the implications of the research findings on these objectives. 
[bookmark: _Toc73645644]5.2. Research Objective One: To Carefully Examine the Observable Channels for Effective Communication in Access Bank
[bookmark: _Hlk72377410]This research objective is informed by the arguments of Leonard, Van Scotter, Pakdil (2011); Karjaluoto, Mustonen, and Ulkuniemi (2015), that opines that there are several channels of communications and they vary amongst different industries. While schools, hospitals, hotels, and restaurants used human-based and traditional communication channels such as letters and verbal commands, the small data and information required for performance in these sectors. However, financial institutions, such as the banking sector, used technological communication channels such as emails, video calls, and webinars due to the significant amount of data collection and analysis.  Since Access bank is a financial institution, it is most likely to use technological channels of communication. This research endeavours to discover if indeed technological channels of communication were used in Access bank. 
The findings of the research reveal that Access bank adopts both technological and conventional channels of communication. This thus disapproves the argument of Leonard, Van Scotter, Pakdil (2011); Karjaluoto, Mustonen, and Ulkuniemi (2015), that note that financial institutions used most technological forms of communication. This implies that despite access bank being a financial institution, its reliance on technology for communication was not absolute. The study also discovers that Access bank uses the two channels for different reasons. While the conventional channel was used for internal bank communication, the technological channel was used for external bank communication. This agreed with the argument of Musa (2013); White, Vanc and Stafford (2010), that adoption of technology for communication was not based on the industry but based on the needs and capacity of the organisation. 
[bookmark: _Toc73645645]5.2.2. Research Objective Two: To Critically Assess the Effectiveness of Communication Channels at Access Bank
This objective was informed by the need to determine the effectiveness of communication in Access bank. According to Mahajan, Bishop, and Scott (2012); Karjaluoto, Mustonen, and Ulkuniemi (2015); Leonard, Van Scotter, Pakdil (2011), for communication to achieve its goals, it must be effective. Effective communication conforms to the 7Cs of communication that is clear, concrete, coherent, concise, concrete, courteous, and complete. The finding of the research proves that communication in Access bank conforms to the 7Cs framework. This implies that communication in Access bank achieved its goals and spurred up the necessary actions and feedback from within the organisation. Also, communication in Access bank enhanced the flow of information within banks, thus ensuring coordinated and teamwork efforts. 
Therefore, it can be concluded that one of the reasons for the high level of teamwork, coordination and interdependence amongst employees in Access bank is due to the effectiveness of communication.
[bookmark: _Toc73645646]5.2.3. Research Objective Three: To Empirically Investigate the Usage of Effective Communication for Performance Management in Access Bank
This research objective was designed to discover the usage of effective communication on performance management. Since performance management referred to all policies and procedures, put in place to ensure that employees are active and efficiently utilise their abilities to achieve organisational goals, this objective sought to establish the relationship between effective communication and performance management. This research discovered that effective communication in Access bank enhances performance management. By motivating staff through feedback processes and developing strong relationship between staff and management. Employee productivity is increased as staff are aware of the required actions, promoting coordination and teamwork. Therefore, increasing cooperation and synergy between departments enhances customer service. Therefore, the findings imply that this effective communication was essential for performance management in Access bank and effective communication is an associated factor responsible for the high effectiveness of employees in the bank. 
The above three objectives have thus been fulfilled; this proves that effective communication has a significant role to play in performance management especially in Access bank. 
[bookmark: _Toc73645647]5.3. Contribution of the Study 
After an in-depth study of effective communication performance management, this study has contributed to existing studies by discovering new communication and performance management insights. A central contribution of this study is the insight that effective communication is responsible for the positive performance recorded in Access bank. Previous researchers have studied other factors associated with the success of the bank. However, this study has created new knowledge by looking at effective communication in the bank, thus authenticating that effective communication is essential for overall organisational performance.
Another landmark discovery by this research is a new form of organisational communication which is from customers to employees. Previous studies have focused on vertical and horizontal communication. This study has added the customer to employee communication, and this is perhaps the most essential form of organisational communication as without solid communication with customers, organisations risked closing down, as serving customers is the central role of most financial institutions. 
Despite the study's contribution, it recorded certain limitations; the study is limited based on its inability to make generalisations. The study adopts interviews that use a small and unrepresentative sample; hence, generalisation is not achievable. Also, the subject matter i.e. effective communication needs a more comprehensive analysis i.e. communication is a network of banks. This study however focused on just one branch of Access bank. This thus provides significant room for improvement. Also, the time scale was small, this reduced the number of findings the researcher would have acquired if a longer time frame was available. 
[bookmark: _Toc73645648]5.4. Recommendations for Practice 
Based on the findings of this study, the following is recommended
Management should ensure that communication in organisation is based on the 7Cs framework this will enhance the effectiveness of communication thus making it to achieve its goals
Management should create more room for vertical and horizontal communication as they are essential to the harmony, cordiality and productivity of staff and the entire organisation 
Customer and Employee communication should be encouraged, this is the most important form of communication thus it should be strengthened. 
There should be an improvement on the channels of communication i.e conventional and technological channels. This will ensure that communication is passed smoothly without errors and misinterpretations
Communication should be used in more strategic ways, i.e aligning it to organisational goals and objectives, this increases the effectiveness of communication in enhancing employee productivity.  
[bookmark: _Toc73645649]5.5. Recommendation for Future Research 
Based on the limitations of this study, the following is recommended.  
Future research can carry out quantitative studies to discover the importance of effective communication.
Future researchers can also carry out a more comprehensive study on effective communication in Access bank by focusing on different branches of the bank, hence discovering the communication pattern between the various branches
Future researchers can test the findings of this study for validity and reliability; this will provide a better understanding of the effectiveness of communication in Access bank. 
Researchers can also carry out a cross industry research, thus expanding the scope of knowledge to other companies or brands.
[bookmark: _Toc73645650]5.6. Conclusion/Reflection
Effective communication is essential to performance management; this research has revealed that effective communication provides the required motivation for staff, enhanced coordination/focus, and improved productivity. The research has achieved all its objectives and has proven that with good and effective communication, organisations can improve the performance of their staff. Hence, this study contributes to the knowledge and practice of human resource management. It essential to note that research on effective communication is not stagnant but is continuously evolving due to current trends in organisations behavioural patterns. Therefore, there is a constant need to research and discover modern techniques for improving communication in banks and other organisations.  The research has impacted knowledge on the researcher; the researcher is more conversant with communication, performance, and research methodology techniques. The researcher may consider carrying out more research on the topic in subsequent academic endeavours. The researcher also faced several challenges especially in coding and interpreting the interviews, however these challenges were easily surmounted with the help of an experienced supervisor. 
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[bookmark: _Toc73645653]Appendix B: Plain Language Statement

	PLAIN LANGUAGE STATEMENT 
	Introduction to the Research Study
[bookmark: _Hlk73603625]Research Study Title:  The Role of Effective Communication on Performance Management in Access Bank, Nigeria. 
University: Griffith College, Graduate Business School.
Principal Investigator: Dr Garrett Ryan. 
[bookmark: _Hlk73603645]Researcher Name: Alaka BASSIT
[bookmark: _Hlk73603665]Email: gbolahanalaka98@gmail.com
II.	Details of what involvement in the Research Study will require

[bookmark: _Hlk73603755]This project involves taking part in semi-structured interviews.  The interviews responses will be recorded, and seek to gather information on your experience of communication patterns and its influence on performance management. Questions are directed towards your thoughts on the processes of communication and its effectiveness in your organisation. I estimate the interviews will take no longer than 30 minutes to complete. 
III.	Potential risks to participants from involvement in the Research Study (if greater than that encountered in everyday life) I do not anticipate any risk to participants as a result of participation in this Research Study.
IV.	Benefits (direct or indirect) to participants from involvement in the Research Study
The objective of this Research Study is to gain new knowledge that will enable me fulfill the requirements of obtaining an MSC in international business management, as well as understanding the role of communication in your organization. This study may, therefore, be of benefit to you by providing you with the opportunity to contribute to body of knowledge on information, its processes and medium of transfer, so that you and or society may benefit.
V.	Advice as to arrangements to be made to protect the confidentiality of data, including that confidentiality of information provided is subject to legal limitations 
Every effort is made to ensure the confidentiality of the participant. Participant names will not be recorded, as all participants will be assigned a code. Where used, recorded interviews/survey data will be downloaded to a password-controlled computer, typed transcripts/survey results are held within password-controlled documents. Participant biographical details and or mention of other persons will be omitted in the final report. Confidentiality of information provided is subject to legal limitations.   
VI.	Advice as to whether or not data is to be destroyed after a minimum period 
Audio tapes/Survey data will be destroyed on the successful completion of this master’s degree in full compliance with GDPR regulations.  
VII.	Statement that involvement in the Research Study is voluntary
Involvement in this Research Study is voluntary.  Participants who decide to take part may withdraw from the Research Study at any point.  There will be no penalty for withdrawing before all stages of the Research Study are complete..  


	
If participants have concerns about this study and wish to contact an independent 
person, please contact: 

Dr. Garrett Ryan

MSCIB Programme director
Graduate Business School
Office: A109
 
Griffith College
South Circular Road, Dublin 8, Ireland
 
Phone:  + 353 1 416 3324
Email: garrett.ryan@griffith.ie
Website: www.griffith.ie  


































[bookmark: _Toc73645654]Appendix C: Interview Schedule
Introduction
This interview is part of a research project, carried out to examine the importance of effective communication on performance management in Access bank, I will appreciate your cooperation and sincere answers
1. Please your name?
2. How long have you worked in Access bank?
3. What department do you work in?
4. What are your roles in the department?
5. How important is your department to Access bank?
6. Do I have your permission to carry out this interview?
RO 1: To carefully examine the observable channels for effective communication in Access bank
1. How will you describe communication at Access bank?
2. What are the importance of communication at Access bank?
3. Does communication enhance your productivity?
4. Does communication enhance your departments productivity?
5. What are the channels of communication at Access bank? Technological or conventional?
RO 2: To critically access the effectiveness of communication channels at Access Bank
1. Will you say there is clarity in communication passed between your department and others? 
2. Is communication within or outside you department concrete and coherent?
3. How concise and courteous is information passed to your department by superior levels?
4. What are the aims of communication passed within or outside your department?
5. Has there been times when the passage of communication seems incomplete? If Yes, Why if no how?
RO 3: To empirically investigate the usage of effective communication for performance management in Access bank
1. How is communication used for goal setting in your department? Is it effective?
2. Is communication key to setting expectations in your department? If yes how? If no why?
3. Is there a correlation between communication and training and development within or outside your department? If Yes how? If no why?
4. Is communication essential for rewards management within or outside your department? If yes how? If no why?
5. How does communication enhance your performance?
Conclusion
1. Are there things you will like to add that have not been covered from this interview?
2. What are your suggestions to improve communication in Access bank?





























[bookmark: _Toc73645655]Appendix D: Transcribed Interview for OS
Introduction
This interview is part of a research project, carried out to examine the importance of effective communication on performance management in Access bank, I will appreciate your cooperation and sincere answers
1. Please your name?
Oliseh Samuel
1. How long have you worked in Access bank?
3 years
1. What department do you work in?
       Marketing department
1. What are your roles in the department?
To get more customers for the bank, promote the bank to people, inform people about different bank programmes
1. How important is your department to Access bank?
Well, if there are no customers then the bank does not have a source of livelihood, our department is thus the lifeline of the bank, as we ensure that new customers are added to the bank
1. Do I have your permission to carry out this interview?
Yes 
RO 1: To carefully examine the observable channels for effective communication in Access bank
1. How will you describe communication at Access bank?
Good, cordial, void of no regularities or ambiguities. Everyone is well informed of what they are expected to do. Like in our department communication moves freely, from one person to another. In a way that we are both coordinated and act in oneness. So I will say communication is very good
1. What are the importance of communication at Access bank?
It is very important, like communication in the bank makes everyone informed of every action, like targets, goals and objectives are clearly started out, in the form that everyone knows what is expected of them. Like can you imagine a bank without communication? Especially from higher levels to lower levels, nothing will go on properly, everyone will work haphazardly, so that is the relevance and importance of communication in the bank.
1. Does communication enhance your productivity?
Yes, it does, productivity is all about meeting up with objectives and goals, how can you achieve objectives if you do not know what is expected? Like when I first started working here, we had to be supervised, the head of the department constantly told us what to do, and after our work we reported back to him, this actually enhanced my productivity because being new on the job I didn’t really know the job, but with constant communication with the head of department, I learnt how to do more work well and achieve all goals
1. Does communication enhance your departments productivity?
Yes, it does, like I said, it helps the coordination of the department. Like I can work hand-in-hand with other employees, if not for good communication in this bank, I do not think we will do anything significant
1. What are the channels of communication at Access bank? Technological or conventional?
Both technological and conventional. By technological we have emails, and even “employee ping”, this is a message sent weekly to your employee profile page, that tells you of your productivity level of the last week, and what is expected of you this week, it also tells you of scheduled work meetings and other things you need to achieve within the week.
RO 2: To critically access the effectiveness of communication channels at Access Bank
1. Will you say there is clarity in communication passed between your department and others? 
Communication is very clear, like I said before void of ambiguity, like if you are told to do A, you will have a good understanding of what A means, and what is demanded of you to achieve A.
1. Is communication within or outside your department concrete and coherent?
Well concrete, like substantial, yes, I will say but not sophisticated, I think the bank wants communication to be as simple as possible, so it’s basically simple and understandable. Communication is also coherent, like it’s in synergy with other departments. For instance, during performance evaluations, everyone knows what is expected, and how it should be done, we do not have one letter coming in and another coming in with a different message
1. How concise and courteous is information passed to your department by superior levels?
Messages are concise and courteous, like I said keep it simple. And for courteous yes, messages are courteous like polity in nature, even when you are fired, you don’t get a disrespectful message, but a one that politely tells you to exit the organisation
1. What are the aims of communication passed within or outside your department?
Well basically the aims of communication is simply to pass information. Nothing more, when an action is to be taken, a new policy is drafted, when you need to keep up with your goals, or meetings etc. basically it’s just for information.
1. Has there been times when the passage of communication seems incomplete? If Yes, Why if no how?
Incomplete.? Well, no, because the aim of communication is information, hence for me though I’ve never had any incomplete information
RO 3: To empirically investigate the usage of effective communication for performance management in Access bank
1. How is communication used for goal setting in your department? Is it effective?
Communication is mainly to tell you of goals to achieve, thus when goals or policies are taken by management, we are usually communicated to so we can keep up with them. It’s very effective as we are all aware of what we need to do, thus keeping us always achieve ink and ensuring that everything we do is based on expectations set by the management.
1. Is communication key to setting expectations in your department? If yes how? If no why?
Yes, as I just explained, I whatever management comes up with they have to tell us, so we can be on the same page with them. So, if managers make a policy and you are not informed about it, can you know the expectations of management? It’s not possible
1. Is there a correlation between communication and training and development within or outside your department? If Yes how? If no why?
Communication is the life line of everything, so definitely even though not explicit there will be some form of correlation. T&D involves getting new skills and improving on how to work. So the person training you is actually communicating to you. When a staff goes for T&D, you are also expected to inform your department head about the training programmes so you see everything is about communication
1. Is communication essential for rewards management within or outside your department? If yes how? If no why?
Yes, rewards are about payment, so if someone wants to pay you and he doesn’t tell you how much he is paying you, or the quality of what he is giving you, will that make sense? So, everything depends on communication
1. How does communication enhance your performance?
Yes, as I’ve said before, communication makes me productivity, it improves on my capacity to know what to do, where to do and how to do it. Without communication I will not even be sitting here giving this interview to you, as the letter for the interview was passed to the department head who then passed it to me, so that is a form of communication, so everything rest and depends on communication
Conclusion
1. Are there things you will like to add that have not been covered from this interview?
Well, we have practically covered everything about communication, that I know of.
1. What are your suggestions to improve communication in Access bank?
Create better synergy and links between staff in the bank, I will also suggest that more technological form mediums of storing information should be adopted
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  INFORMED   CONSENT   FORM       I.   Research Study Title :   The Role of Effective Communication on Performance  Management in Access Bank, Nigeria.      University: Griffith College, Graduate Business School.   Princi pal Investigator:  Dr G arrett Ryan .    Researcher Name:   Alaka BASSIT   Email:  g bolahanalaka98@gmail.co m   II.   Clarification of the purpose of the research   This project involves taking part in semi - structured interviews.  The interviews responses will  be recorded, and seek to gather information on your experience of communication patterns  and its influence on performance management. Questions are directed tow ards your thoughts  on the processes of communication and its effectiveness in your organisation. I estimate the  interviews will take no longer than 30 minutes to complete   III.   Confirmation of particular requirem ents as highlighted in the Plain Language  Statement       This project involves taking part in completion of a survey.  The survey responses will be  recorded, and seek to gather information on your experience of   the above topic . Questions  are directed  towards your thoughts on   rewards in the above bank . I estimate  questionnaires  will take no longer than   30   minutes to complete.     Every attempt will be made not to interfere with normal business operations, as such surveys  will not be conducted at month or q uarter end.     Participant  –   please complete the following (Circle Yes or No for each question)     Have you read or had read to you the Plain Language Statement         Yes /No   Do you understand the information provided?             Yes /No   Have you had an opportunity to ask questions and discuss this study?      Yes /No   Have you received satisfactory answers to all your questions?          Yes /No   Are you aware that interviews will be audiotaped?             Yes /No   IV.   Confirmation that  involvement in the Research Study is voluntary   Involvement in this Research Study is voluntary.  Participants who decide to take part may  withdraw from the Research Study at any point.  There will be no penalty for withdrawing  before all stages of the Rese arch Study are complete   V.   Advice as to arrangements to be made to protect confidentiality of data, including  that confidentiality of information provided is subject to legal limitations    Every effort is made to ensure the confidentiality of the participan t. Participant names will not be  recorded, as all participants will be assigned a code. Where used, recorded interviews/survey  data will be downloaded to a password - controlled computer, typed transcripts/survey results are  held within password - controlled d ocuments. Participant   
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biographical details and or mention of other persons will be omitted in the final report.  Confidentiality of information provided is subject to legal limitations.      VI.   Participant  Signature :   I have read and understood the  information in this form.  My questions and concerns have  been answered by the researcher, and I have a copy of this consent form.  Therefore, I  consent to take part in this research project   Participants Signature:                   Name in Block Capitals:     T HANKGOD  YUNUS     Witness:                   ANJOLA  A KIN JOLORE                 Date:               23 /05/2021                
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