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Abstract

The paper considers the barriers in communi-
cations, and specially, the influence of workplace 
on business communication process. Communi-
cations’ barriers are analyzed through an analysis 
of 24 question poll results. General hypothesis 
that personal characteristics of workpeople, their 
workplace, and their status impact the way of their 
communication with colleagues and managers 
was discussed through four individual hypoth-
eses. In the paper, based on the statistically veri-
fied individual hypotheses, it is concluded that the 
obtained results confirm that individual character-
istics of business people, their workplace and their 
status in the organization impact the quality and 
effectiveness of communications they establish.

Key words: communication process, barriers 
in communication, statistical significance, Schef-
fé's method

Introduction

There are a variety of definitions of the term com-
munication, and one of them is that communication 
is a process by which information is exchanged 
between individuals through a common system of 
symbols, signs, or behavior. (Webster, 2011)  Com-
munication is also "any act by which one person 
gives to or receives from another person informa-
tion about that person's needs, desires, perceptions, 
knowledge, or affective states. Communication may 
be intentional or unintentional, may involve conven-
tional or unconventional signals, may take linguistic 
or nonlinguistic forms, and may occur through spo-
ken or other modes." (ASHA, 1992) 

Many experts believe that communication is 
a key process that underlies all aspects of organi-
zational operations. (LS, 2002) (Meesala, 2007) 

(Binneman, 2010) (Artley & Stroh, 2011). Well-
known management theorist Chester Barnard, 
wrote: "The structure, extent and scope of the orga-
nization almost entirely is determined by its com-
munication techniques" (Barnard, 1938). Huczyn-
ski and Buchanan, the organizational specialists, 
brought their well-known and successful brand of 
critical thinking, social science underpinning, and 
visual appraisal to bear in this comprehensive in-
troduction to organizational behavior, and, perhaps 
the best way to define communications is to con-
sider their remark: “Our communication depends, 
to a large extent, on how we perceive those around 
us, their motives and their intentions, and how we 
perceive or interpret the communication we receive 
from them.” (Huczynski & Buchanan, 2007)

The communication process begins when one 
party (individual, group or entire organization) has 
an idea which it wants to transfer to another. Send-
er's task is to transform an idea into such a form 
that can be sent to the recipient and that the recipi-
ent will understand. (Cekerevac & Ristic, 2006) 
This is called the encoding process - translating 
ideas into a form, such as written or spoken lan-
guage, which the recipient can recognize (beside 
speech, coding covers letters and gestures, into-
nation, body language, facial expressions and any 
other resources that can be used to express some-
thing). A person encodes information when choos-
ing words to talk with someone personally, or to 
write a letter. The encoding may be affected by:

–– the situation in which a person is (whether 
he is angry, hungry); 

–– person's previous relationship with someone 
with whom he communicates (hostile, 
friendly); as well as 

–– person's understanding of what is the 
best way to send a message (conciliatory, 
authoritative). 
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Having been encoded, the message is ready 
to be transmitted using a medium (word, image, 
activity such as gestures, mimic, intonation), over 
one or several communication channels, to reach 
the desired receiver, and using pathways through 
which information travels. 

Once a message is received, the process of de-
coding begins - converting the message back to the 
sender’s original form. This can involve many dif-
ferent sub-processes, such as comprehending spo-
ken or written words, interpreting facial expressions 
and similar. To the extent that the receiver has accu-
rately decoded a sender’s message, the ideas under-
stood will be those the sender intended to transmit.    

Once a message has been finally decoded, the 
process of communication can continue if the re-
ceiver sends a new message to the sender. This 
phase of the process is feedback – knowledge of 
the impact of messages on receivers. Receiving 
feedback allows the sender to determine whether 
their messages have been correctly understood. 
Concurrently, the feedback may convince the 
receiver that their opinion matters to the sender. 
Once received, feedback can trigger another idea 
from the sender, and thus initiate another cycle of 
information transmission. Feedback is crucial for 
the regular communication flow.

The noise, factors that distort the clarity of 
messages, may occur in any phase of communica-
tion process. For example, poorly encoded mes-
sages (unclearly written) or poorly decoded (in-
comprehensible), or the presence of static along 
the communication channels (receiver’s attention 
is diverted from the main message), may result in 
less effective communication. (Ristić, Mihailović, 
Čekerevac, Vatovec Krmac, & Salketić, 2012) 

In the process of communication can partici-
pate (Rampur, 2011):

1.	 Open communicators - people who are 
receptive, and express their emotions and 
feelings in a free manner.

2.	 Reserved communicators - communicators 
that do not like to let other people know 
about their personal life.

3.	 Indirect communicators - individuals whose 
talk is very slow and intentional.

4.	 Direct communicators - individuals who 
talk more clamorously and rapidly than 
indirect communicators.

Communication Barriers 
Barriers, the potential obstacles to effective 

communication, arise on several levels, from in-
dividual to organizational. (Williams, 2011) The 
factors affecting the smooth flow of messages are 
numerous, as:  

1.	 words,
2.	 people,
3.	 organizational structure.

A person’s choice of words, manner in which 
words are used and meaning attributed to them 
can cause numerous problems. Essentially it is a 
semantic issue arising out of the meaning of the 
words used. The one and the same word can mean 
different things to different people. For example, 
the word “effectiveness” can mean something good 
and noble to a manager, while the word “effective-
ness” may mean a loss of numerous members, or 
more work for the same salary to the Union leader.   

People, the greatest value of an organization, 
at the same time can be represents of a great risk 
to effective communication. Age, character, race, 
sex, education, origin and many other differences 
influence the things someone says or hears. (Evans, 
Hearn, Uhlemann, & Ivey, 2011) There is, also, one 
other barrier called filtering (person hears what 
they want to hear). Filtering is a result of person’s 
individual needs and interests directing their listen-
ing.  (Krizan, Merrier, Logan, & Williams., 2008) 
Insecure employees, more than the secure ones, 
misrepresent their messages directed to their senior 
management. Employees striving to achieve suc-
cess misrepresent their upward messages more of-
ten than the employees already deeming themselves 
as successful. Therefore, the apprehension and 
anxiety of subordinates affect the accuracy of the 
upward communication. Additionally, people striv-
ing for success and climbing the ladder of hierarchy 
distort their messages in order to tell bosses what 
they want to hear. (Ristić, Mihailović, Čekerevac, 
Vatovec Krmac, & Salketić, 2012)

The last category of barriers to effective com-
munication arises out of the very organizational 
structure. In the situations when the organiza-
tional structure itself and relations among the 
people are not clearly defined, it is unclear who is 
superior and who subordinate, or who is in charge 
of specific activities. These situations lack the ac-
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tual explanations on the stipulated communication 
channels. They can result in misunderstanding 
of the goals, or in lack of information about the 
people necessary to cooperate with in the  event of 
specific problems. Other issues may arise, and all 
of them are consequence of a vague organizational 
structure. (Ristić, Mihailović, Čekerevac, Vatovec 
Krmac, & Salketić, 2012) 

Any communication can be improved by better 
choice of symbols, emphatic listening, repeating, 
ensuring a feedback, and a clearly defined organi-
zational structure. 

Research Hypotheses
The research has been carried out based on the 

general and individual hypotheses. 
General hypothesis: 
Personal characteristics of workpeople, their 

workplace and their status impact the way of their 
communication with colleagues and managers. 

Individual hypotheses:
1.	 Work experience of respondents does 

not have a great impact on the manner of 
communication of business people when 
"looking into the eyes of his interlocutor" is 
taken as a criterion. 

2.	 Belonging to different sectors is not 
important in terms of concentrating on the 
details in communication.

3.	 Respondents having different chances with 
regard to promotion are different among 
themselves in terms of their tendency to 
plan a communication.

4.	 People who are actively seeking other jobs 
more often use different forms of commu-
nication than those who do it passively. 

Processing of Poll Results and Analysis of 
Results Obtained 
For the collection, classification and analysis 

of statistical data statistical methods were used. 
Analysis of the results obtained by the poll will be 
presented using the variance analysis.
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Variance is defined as the arithmetic mean of 
the square of X values deviation from their arith-

metic mean. Positive value of the variance root 
represents the standard deviation.

In statistics, a result is called statistically signif-
icant if it is unlikely to have occurred by chance. 
In here presented research statistical significance 
is expressed in units of "σ" (sigma), the standard 
deviation of a normal distribution. A statistical sig-
nificance of "nσ" can be converted into a value of 
α via use of the function Φ which is the cumula-
tive distribution function of the standard normal 
distribution α=1-Φ(n). 

The term significance level is used to refer to 
a pre-chosen probability, and it is usually denoted 
by the symbol α (alpha). 

Significance Level = P(type I error) = α

Popular levels of significance are 10% (0.1), 
5% (0.05), 1% (0.01), 0.5% (0.005), and 0.1% 
(0.001). The significance level 

The p-value, calculated probability, is defined 
as the estimated probability of rejecting the null 
hypothesis of the study question when that hy-
pothesis is true. The "p-value" is calculated after 
a given study. The probability value (p-value) of a 
statistical hypothesis test is the probability of get-
ting a value of the test statistic as extreme as or 
more extreme than that observed by chance alone, 
if the null hypothesis H0, is true. It is the prob-
ability of wrongly rejecting the null hypothesis 
if it is in fact true. (Easton & McColl, 1997)  If 
test of significance gives a p-value lower than the 
α-level, the null hypothesis is thus rejected. Such 
results are informally referred to as “statistically 
significant”. (Anon., 2011)

The cumulative distribution function 
of a random variable X can be defined in 
terms of its probability density function ƒ as 

å
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A random variable X has density f.
The respondents were asked to fill the poll 

consisted of 24 questions, shown in Table 2. This 
Table also shows a part of results obtained by the 
analysis of statistical significance for the follow-
ing four groups, namely: 

1.	 The statistical significance of difference 
between respondents with different work 
experience;
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2.	 The statistical significance of difference 
between respondents of different sector 
belonging;

3.	 The statistical significance of differences 
with regard to promotion; and

4.	 The statistical significance of differences 
with respect to possible change of employer.
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Table 2.  Statistical significance of differences
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Table 3 Post hoc analyses (Scheffé’s method)
Legend:  NC – “I have no chance”,  SC – “There are some chances”,  CP – “I think that I can be promoted”,  TF – “I am 
trying to find another job”,	  IF – “If  better  job appears, I will change it”,  	SF – “I am satisfied with the current job”
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Table 4.  The statistical significance of items interconnection
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Three hundred and twenty respondents were 
interviewed, but by the procedures of technical 
and logical controls in the sample remained 281 
respondents, a modest number that does not guar-
antee stronger correlation. 

The results processed showed that the work 
experience of respondents does not seriously af-
fect the communication of business people. Based 
on the results obtained (Table 2 and 3), it can be 
noticed that a statistically significant difference be-
tween the respondents with the work experience up 
to 3 years and others with up to 10 years, as well 
as the groups with up to 20 and over 20 years of 
work experience, exists in terms of their straight in 
eyes looking. Business people with over 10 year 
work experience look in eyes more frequently then 
the younger, with less work experience. Also, the 
respondents with up to three years of work expe-
rience more frequently look their interlocutors in 
eyes. So, it could be said that workpeople with 3 to 
10 years of work experience show the least incli-
nation to communication that involves looking into 
the eyes of his interlocutor. This analysis needs to 
be refined, because obtained results could be influ-
enced by the fact that this group of respondents was 
relatively small in comparison to other groups.

The further analytical efforts in the review and 
processing of the results included the sectoral af-
filiation of respondents belonging to this pattern. 
The possible difference between people working 
in the private and public sectors, as well as those 
whose organizations are in the midst of transition, 
were particularly interesting, but here the analy-
sis did not give "sensational" results. There is 
almost no difference between subjects that work 
in private sector comparing to those working in 
the public sector. Statistically significant differ-
ence was observed only regarding the tendency of 
concentrating on the details of communications. 
This tendency is somewhat stronger for those re-
spondents whose organizations are in the midst of 
transition. These respondents pay more attention 
to details than other business people working in 
the private or public sector.

The logical assumption is that the chances of ad-
vancement and their assessment are the generator 
of motivation and work style, and therefore these 
data were included in the analysis. There was no 
expected difference between the answers, and they 

were distributed as the normal distribution curve. 
Small difference was observed (statistically signifi-
cant difference 0.01) in the tendency of planning 
of communications. Respondents who have more 
chances to advance more frequently plan their com-
munications than those who do not have opportu-
nities or those who estimate that their chances for 
advancement are minimal. This was expected as a 
tendency in the communication's behavior.

The further analysis of data included tenden-
cies toward a potential fluctuation and impacts 
of those important trends on business communi-
cations. It could be observed statistically signifi-
cant differences (level 0.01) in those who exhibit 
symptoms of potential fluctuations, compared to 
those who have no such symptoms, in terms of 
using different means of communication and the 
search for additional information. Respondents 
who actively seek to change the organization use 
information resources more than their colleagues 
who were more satisfied with their current job and 
organization. The same is in respect to seeking for 
further clarifications in the communication. These 
data show a lot about the work which those cate-
gories of respondents perform. In a situation of in-
sufficient understanding, the additional questions 
are frequently asked by those who are happy with 
their current job and those who passively looking 
for a new employer.

More feedback is asked by those employees 
who are satisfied with their workplace compared 
to those who want to change it.

In this group of data it was found, somewhat 
unexpected fact, that respondents who are actively 
searching for new jobs use humor more than oth-
ers in their communications. The humor is so typi-
cal for the category of those with potential fluc-
tuations (statistically significant difference at the 
level of 0.01).

Other indicators are generally not crossed the 
threshold of statistical significance of differences 
on levels 0.005 or 0.001, and those are not taken 
into account in the analysis and discussion of re-
sults. It should be noted that some of the indicators 
of mutual variation of the dependent and indepen-
dent variables have shown the connections that 
point to the empirical generalizations that could, 
in the case of more numerous samples, certainly 
exceed statistically significant threshold at a lower 
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level, or both. These potential correlates are not 
included in this analysis, but they might be a sub-
ject of some of the further analyses.

Further analysis of the data (Table 4) leads to 
a variable in which respondents have considered 
that informal communication in their organiza-
tions is better than formal, official. This idea, by 
its distribution, shows of positive correlation with 
the perception that in organization exist problems 
of the communication nature, as well as with the 
use of humor in communication. It is likely that 
this sub-sample of respondents, who rely on in-
formal communication, shows a tendency towards 
humor and often comes into contact with people 
who communicate poorly. 

On the other hand, the use of elements of hu-
mor in the communication process shows a nega-
tive correlation with the fact that some associates 
have distinct difficulties in communication, as 
well as with positive correlation with the assess-
ment that they use the same style in their commu-
nicating outside the organization.

Statistically significant differences at the 0.01 
level of significance exist between the executives 
and managers in terms of perception of the exis-
tence of communication difficulties with other 
people. (Ristić, Mihailović, Čekerevac, Vatovec 
Krmac, & Salketić, 2012) Executives believe that 
their colleagues and co-workers in the organiza-
tion show such difficulties more often, while man-
agers perceive these difficulties in lesser scope. 

Conclusion

Processing and analysis of data was performed 
by comparing the statistical significance of inde-
pendent (9) and dependent variables (38). From 
numerous data it is visible, and statistically signifi-
cant, positive correlation between the finding that 
an integral part of the job, on which respondents 
work, make their communication with colleagues 
and associates and use of different communica-
tion means. A similar positive relationship is no-
ticeable in cases of mutual variation of this vari-
able and the variables: pre-planning of messages, 
a priority of communication skills as factor in the 
occupational choice, and so-called skills of active 
listening (for instance, looking at the interlocutor's 
eyes while he speaks).

Using of different forms of communication 
is associated with a positive correlative relation-
ship with a pre-planning of messages, reactions at 
the right time, as well as with additional explana-
tions seeking. It should mean that business people 
that,  in their jobs, more frequently than others use 
phone, fax, Internet, etc., more often pre-plan their 
messages and seek additional explanations when 
they find that messages they receive from others 
are not clear enough. The same variable shows a 
negative correlation with the assessment that the 
organization has people with distinct problems 
in communication. This could mean that people 
who communicate using different technologies, it 
make mostly with those who have no problems in 
communications.

Planning of business messages that business 
people, covered by the observed pattern, send 
shows as a positive correlate with the assessment 
of communication skills as a priority in choosing 
a profession. At the same time, it also correlates 
with the requirements for additional explanations 
and efforts to actively listen to the interlocutor. 
This could be explained by a tendency that people 
who plan their own messages, ask more precision 
and systematization of their interlocutors and seek 
to listen actively their interlocutors. It is basically 
a common syndrome.

Although correlations are not “strong”, the 
information obtained by comprehensive statisti-
cal processing has confirmed the expectations in 
terms of correlations. Scarcity of obtained correla-
tions in terms of the proof of their statistical sig-
nificance depends not only on the sample scope, 
but also on the sparse answers in the corpus of de-
pendent variables. 

Despite the scarcity of results, except in the 
case of the hypothesis that respondents having dif-
ferent chances with regard to promotion are differ-
ent among themselves in terms of their tendency 
to plan a communication, the individual hypothe-
ses have been confirmed by the results of research. 
Individual characteristics of business people and 
other factors discussed have proved to be signifi-
cant correlations (positive or negative) in the man-
ner of their communication in terms of the quality 
and effectiveness of communication established. 

Based on the statistically verified hypotheses 
of the specific general level, it may be concluded 
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that the obtained results confirm the general hy-
pothesis: “Personal characteristics of workpeople, 
their workplace and their status impact the way of 
their communication with colleagues and manag-
ers.” Thereby the objective of entire research was 
successfully fulfilled. 
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