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ABSTRACT 

Strategic planning is the art of creating specific business strategies, implementing them, and 

evaluating the results of executing the plan, in regard to an organization‟s overall long-term 

goals or desires. It focuses on integrating various departments within an organization to 

accomplish its strategic goals. The objective of the study was to investigate role of 

organization communication on strategic plan implementation in the case of selected ethio- 

telecom centers in South-South West Region. Explanatory research design was utilized. The 

target population of the study was all employees working in ethio-telecom service centers in 

South-South West Region. Cluster sampling technique was employed to select 347 

employees. In addition, ten managers from the selected ethio-telecom service centers also 

selected to conduct interview. Primary data was collected through self-administered 

structured questionnaire and interview. The quantitative data were analyzed using 

descriptive statistics such as frequency, percentage, mean and standard deviations. In 

addition, Pearson correlation coefficient and multiple linear regression analyses were used 

to investigate the effect relationship between the independent and dependent variables. The 

findings of the study revealed positive and significant relationship between internal 

communication quality, accessibility, effective use of internal communication in organization 

culture, effective use of internal communication in human resource, and external 

communication and strategic plan implementation. On the other hand, the multiple linear 

regression analysis result also indicated that those five organization communication 

strategies have positive and significant effect on strategic plan implementation and 79.1% of 

the variations in the strategic plan implementation in the selected ethio-telecom centers were 

jointly accounted by the five predictor variables, of those variables, internal communication 

accessibility has the greatest effect (contribution) for the strategic plan implementation. 

Therefore, the study concludes that the five organizational communication have significant 

effect and decisive for the effectiveness of the strategic plan implementation in most of the 

ethio-telecom service centers in South-South West Region. Hence, this study suggests that all 

ethio-telecom service centers in the study area, better to prioritize the use of internal and 

external communication when conveying useful information pertaining to strategic plan 

implementation. 

Key word: internal communication, external communication, strategy plan implementation  
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CHAPTER ONE 

INTRODUCTION 

 

1.1. Background of the Study 

In the rapidly evolving landscape of the telecommunications sector, the implementation of 

strategic plans is crucial for achieving organizational objectives and maintaining 

competitiveness. The role of communication within this context, particularly through internal 

and external strategies, has emerged as a fundamental factor influencing the successful 

execution of these plans. This study aims to explore the impact of organizational 

communication strategies on strategic plan implementation, focusing on global, African, and 

in particular in Ethiopian contexts. 

Internal and external communications are the two broad categories into which organizational 

communication can be divided. Internal communication refers to the channels and techniques 

used to spread information within a company or an organization, encouraging cooperation 

and unity among staff members. On the other hand, interactions with external stakeholders 

such as clients, venders, and government agencies that influence public opinion and an 

organization‘s reputation are referred to as external communication (Brahm & Kleiner, 

2022). 

In the telecommunications industry, where rapid technological advancements require staff 

adaptability, internal communication facilitates knowledge sharing and innovation, driving 

implementation success (Great Place to Work, 2023). Clampitt (2018) found that 

organizations with rigorous internal communication frameworks significantly improve 

employee participation and commitment to strategic initiatives. Effective internal 

communication fosters a culture of transparency and trust, which is essential for employee 

engagement and morale. 

On the other hand, external communication is equally critical as it enables organizations to 

align their strategic objectives with stakeholder expectations, thus enhancing relevance and 

responsiveness. Recent studies highlighted that telecommunication firms that invest in 
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strategic external communication are better positioned to address challenges such as 

regulatory compliance and competitive pressures while ensuring customer satisfaction (Wang 

& Rahman, 2022). 

Effective strategic implementation is highly valued in the changing global telecoms sector. 

Businesses that have integrated internal and external communication strategies to support 

their business initiatives include Verizon and Vodafone. In order to ensure that strategy 

cascades efficiently throughout the firm, these corporations have created extensive 

communication protocols that cut across hierarchical boundaries (Meyer & Rowan, 2022). 

Additionally, their dedication to communicating openly with consumers has improved 

market placement and brand loyalty. 

In African context, for instance, Adebayo et al. (2023) found that inconsistencies in 

infrastructure and regulatory environments require adaptive communication strategies 

tailored to local contexts, such as the use of mobile technology by organizations to interact 

with customers in remote areas, underscoring the importance of effective external 

communication in bridging connectivity gaps. In contrast, communication strategies in the 

African telecommunications sector take on unique dimensions influenced by regional socio-

economic factors. Moreover, diversity in the workforce and cultural attitudes toward 

communication styles often make it difficult for African telecommunications companies to 

communicate internally. This calls for the creation of context-specific internal strategies that 

encourage inclusivity and create a cohesive organizational culture, which has been associated 

with improved strategic plan execution because employees feel more appreciated and 

committed to the organization's mission (Muriu, 2023). 

In Ethiopian context, Ethiopia presents a noteworthy case within the African 

telecommunications situation, particularly following the liberalization of its 

telecommunications market in 2020. The Ethiopian Communications Authority's engagement 

with private investors reflects a shift towards more structured external communication 

strategies aimed at promoting competition and innovation (Horne, 2023). However, internal 

communication remains a formidable challenge, with legacy mindsets impacting employee 

adaptation to new operational paradigms (Tessema & Abebe, 2023). 
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In Ethiopian context, the Ethiopian Communications Authority's engagement with private 

investors reflects a shift towards more structured external communication strategies aimed at 

promoting competition and innovation (Horne, 2023). Ethiopia still faces a significant 

challenge in internal communication, with legacy mindsets affecting employee adaptation to 

new operational paradigms (Tessema & Abebe, 2023). Ethiopia is a notable example in the 

African telecommunications situation, especially after its telecommunications market was 

liberalized in 2020. 

The necessity for strategic communication within Ethiopian telecommunications firms has 

been recognized as pivotal in aligning stakeholders during this transformative phase. Further 

empirical study by Mekonnen (2023) indicated that organizations that prioritize internal 

communication significantly enhance their ability to implement strategic plans amidst 

changing market dynamics. 

In general, from the above scenario it can be noticed that organizational communication 

strategies, encompassing both internal and external communication, are vital to the 

successful implementation of strategic plans in the telecommunications sector in various 

perspectives, in particular in Ethiopian context. The distinct challenges and opportunities 

underscore the necessity for tailored communication strategies that enhance employee 

engagement and stakeholder alignment. Therefore, this study attempted and focused on 

empirical analyses of communication effectiveness and its correlation with strategic 

outcomes in the case of Ethio telecom, South-South West Region. 

1.2. Statement of the Problem 

An organization‘s strategic plans cannot be successfully implemented without effective 

communication, especially in the telecommunications sector where interactions are intricate 

and wide-ranging. Communication is essential for coordinating employee behaviour with 

organizational objectives, which makes it easier to carry out strategic initiatives (Welch & 

Jackson, 2020). The differentiation between internal and external communication is crucial; 

the former cultivates a unified organizational culture, while the latter influences stakeholder 

engagement and corporate reputation (Grunig et al., 2019). 
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In recent years, the telecommunications industry has undergone significant transformation, 

especially in emerging markets like Africa. The African telecommunications sector has 

experienced rapid growth due to increased mobile penetration and digitalization. As noted by 

Gatzweiler et al. (2021), effective communication strategies can enhance market 

responsiveness and customer engagement, ultimately driving strategic success. In countries 

such as Ethiopia, where the telecommunications landscape is evolving with liberalization 

efforts and foreign investments, the importance of tailored communication strategies 

becomes particularly pronounced (Berhe, 2022). 

A strategic plan‘s implementation is a crucial phase where an organization transforms its 

goals and objectives from abstract ideas into practical actions. Effective communication 

promotes alignment across organizational levels as employees strive toward strategic goals in 

addition to improving staff clarity and understanding, according to Harlow (2020) successful 

strategy execution in the telecommunication industry, which is characterized by rapid 

technological advancements and intense competition, depends on the effectiveness of internal 

and external communication. 

An organization's internal communication is the foundation for promoting a shared vision 

and collaboration. Previous research in the African context has shown that organizational 

culture has a significant impact on communication practices (Ngulube, 2019). Ineffective 

communication can lead to implementation challenges, misalignments in departmental 

objectives, and ultimately, failures to achieve strategic goals. For instance, in Ethiopia, where 

workforce capabilities and telecommunications infrastructures are constantly changing, 

ineffective communication can exacerbate existing issues, impeding progress toward 

strategic aims. According to the World Bank (2022), the lack of reliable communication 

channels often leads to inefficiencies in public service delivery and impedes the effective 

dissemination of information. In a nation with diverse linguistic and cultural backgrounds, 

the ability to communicate effectively is essential for fostering inclusivity and ensuring that 

all voices are heard in developmental initiatives. Furthermore, the African Union's report on 

digital transformation in Africa highlights that achieving the continent's ambitious 

development goals necessitates strengthening communication frameworks (African Union, 

2023). 
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Moreover, the Ethiopian government has recognized the importance of enhancing 

communication capacities as part of its Vision 2030 strategic plan, which emphasizes the role 

of technology in fostering economic growth and social cohesion. However, as noted by 

Assefa (2021), many regions still face challenges in accessibility and quality of 

telecommunications, which can lead to misinformation and social unrest. These dynamics 

illustrate that while Ethiopia's telecommunication infrastructure is evolving, the current 

inefficiencies in communication can significantly detract from the nation‘s strategic aims. 

External communication encompasses interactions with customers, suppliers, regulators, and 

the wider community. In the highly competitive global telecommunications market, effective 

external communication is vital for organizations aiming to maintain their reputation and 

ensure compliance with regulatory frameworks. In Ethiopia, ethio-telecom, face unique 

challenges shaped by a rapidly evolving market and shifting consumer expectations. The rise 

of digital communication platforms necessitates a robust strategy for managing customer 

relationships and public perceptions. In this regard, Kiraso et al. (2022) stated that effective 

external communication strategies in Ethiopia depend on an understanding of the socio-

economic environment and local cultural quirks, which allow businesses to customize their 

messaging to appeal to a variety of customer segments. Additionally, given the rapid 

expansion of mobile technology in the region, businesses must modify their communication 

to cater to the unique needs and concerns of Ethiopian consumers in order to foster loyalty 

and trust. 

In contrast, the regulatory landscape in Ethiopia presents distinct hurdles that influence 

external communication strategies. The Ethiopian Communications Authority (ECA) has 

instituted policies designed to ensure fair competition and protect consumer rights, which 

organizations must navigate carefully to avoid reputational damage and legal repercussions. 

As noted by Tesfaye (2021), companies operating within this context are required to maintain 

transparency and engage in ongoing dialogue with regulators and stakeholders to uphold 

compliance. This regulatory environment underscores the importance of strategic 

communication that is not only culturally informed but also aligns with governmental 

expectations. By proactively addressing regulatory requirements and employing transparent 

communication practices, telecommunications firms can differentiate themselves in the 
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marketplace while simultaneously contributing to the broader goal of improved consumer 

welfare and market integrity. 

Recent research emphasizes that an organization‘s branding and stakeholder engagement 

efforts profoundly influence the implementation of strategic plans (Akaranga & Muga, 

2021). On the other hand, a study by Tadesse and Fanta (2021) emphasized that a breakdown 

in communication channels can lead to significant public backlash, particularly in an industry 

where customer loyalty is paramount. This is further echoed by the findings of the Ethiopian 

Communication Authority, which reported that frequently uncommunicated service outages 

led to a 20% increase in customer churn rates in 2020 (ECA, 2020). Furthermore, the lack of 

transparent communication regarding regulatory compliance has been identified as a source 

of contention between service providers and regulatory bodies, leading to strained 

relationships that hinder collaborative efforts aimed at enhancing service delivery. 

Besides, the importance of aligning internal and external communication strategies also 

cannot be underestimated. A robust internal communication framework is essential for the 

proper flow of information that influences external communication. This relationship is 

particularly crucial in rapidly changing industries like telecommunications, where swift 

developments can quickly make existing strategies obsolete (Baker, 2023). Therefore, it is 

imperative for organizations to prioritize the alignment of their internal and external 

communication strategies in order to bolster their ability to implement strategic plans 

effectively. 

In general, the issue concerning the influence of organizational communication strategies, 

both internal and external, on the implementation of strategic plans within the 

telecommunications sector, especially in the Ethiopian context, is complex. Addressing the 

challenges related to internal communication, such as cultural differences and technological 

integration, along with external communication considerations, including stakeholder 

involvement and regulatory compliance, is essential for effective management. 

Furthermore, despite the recognized importance of effective communication, there is a 

notable lack of research exploring its influence on strategy implementation specifically 

within ethio telecom's operations in the South - Southwest region. Therefore, this study 
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aimed to address this research gap by investigating the role of organizational communication 

in the execution of ethio telecom‘s strategic objectives. 

1.3. Objectives of the Study 

1.3.1. General Objective  

The general objective of this study was to examine the effect of organizational 

communication on the strategic plan implementation in ethio telecom the case of South -

South West Region. 

1.3.2. Specific Objectives 

The following were specific objectives of the study: 

 To examine the status of organizational communication in the selected ethio telecom 

service centers found in South - South West Region. 

 To assess the status of strategic plan implementation in the selected ethio telecom 

service centers found in South - South West Region. 

 To investigate the effect of organizational communication strategies on the strategic 

plan implementation in the selected ethio telecom service centers found in South - 

South West Region. 

1.4. Hypothesis of the Study 

Hypotheses were tested to achieve objectives of a study based on different empirical research 

and theoretical review. According to Creswell (2009), more formal way of stating research 

questions is developing hypotheses between explanatory variables and dependent variable. 

The hypothesis may be stated as alternative hypothesis specifying the exact results to be 

expected. It can also be written in null hypothesis form indicating no relationship between 

the dependent and the explanatory variables. Thus, the researcher used directional null 

hypotheses and the alternative hypotheses to achieve the third specific objective and tested 

using the 5% level of significance, customary level used when working on significant effect 

relationship (Brooks, 2008).  
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: Statistically, internal communication quality has no significant and positive effect on 

strategic plan implementation in the ethio-telecom service centers in South - South 

West Region. 

: Statistically, internal communication quality has significant and positive effect on 

strategic plan implementation in the ethio-telecom service centers in South - South 

West Region. 

: Statistically, internal communication accessibility has no significant and positive effect 

on strategic plan implementation in the ethio-telecom service centers in South - South 

West Region. 

: Statistically, internal communication accessibility has significant and positive effect on 

strategic plan implementation in the ethio-telecom service centers in South - South 

West Region. 

: Statistically, effective use of internal communication in the organization culture has no 

significant and positive effect on strategic plan implementation in the ethio-telecom 

service centers in Central Ethiopia Region. 

: Statistically, effective use of internal communication in the organization culture has 

significant and positive effect on strategic plan implementation in ethio-telecom service 

centers in South - South West Region. 

: Statistically, effective use of internal communication in HRM has no significant and 

positive effect on strategic plan implementation in the ethio-telecom service centers in 

South - South West Region. 

: Statistically, effective use of internal communication in HRM has significant and 

positive effect on strategic plan implementation in the ethio-telecom service centers in 

South - South West Region. 

: Statistically, external communication has no significant and positive effect on strategic 
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plan implementation in the ethio-telecom service centers in South - South West Region. 

: Statistically, external communication has significant and positive effect on strategic 

plan implementation in the ethio-telecom service centers in South - South West Region. 

1.5. Significance of the Study 

Effective organizational communication is fundamental to the successful implementation of 

strategic plans within any institution, including ethio-telecom's South-South West Region. 

This study aimed to elucidate the significant impact that both internal and external 

communication channels have on strategic plan implementation, thereby benefiting various 

stakeholders, including managers, employees, researchers, and academicians. 

For managers at ethio-telecom service centers, understanding the dynamics of organizational 

communication is essential for guiding strategic initiatives. Effective communication fosters 

clarity around goals and objectives, ensuring that all team members are aligned and 

informed. This alignment not only enhances operational efficiency but also improves 

decision-making processes, enabling managers to allocate resources more effectively and 

respond swiftly to market changes. 

Employees, as vital components of the communication framework, benefit significantly from 

clear and transparent communication. When internal communication is healthy, employees 

are more likely to engage with the strategic objectives of the organization, leading to higher 

levels of motivation and productivity. This study will provide insights into the 

communication practices that enhance employee involvement and commitment to strategic 

goals, which ultimately drives the overall performance of the service centers. 

For researcher, this study fills a gap in the existing literature regarding telecommunication 

organizations in developing regions, particularly in the study area as well as for peripheral 

regions and also the country as well. The findings may serve as a foundation for future 

research, providing empirical evidence on the relationship between communication and 

strategic implementation. Such insights will be invaluable for researchers who seek to further 

explore these concepts in different contexts or sectors. 
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Academicians also stand to gain from this study by incorporating its findings into theoretical 

frameworks related to organizational behavior and strategic management. The significance of 

communication in strategic execution can enhance educational programs, preparing future 

leaders and managers to prioritize effective communication strategies in their professional 

practices. 

In general, the study of the effect of organizational communication on strategic plan 

implementation in ethio-telecom is of paramount importance. Its implications for managers, 

employees, researchers, and academicians emphasize the critical role communication plays in 

organizational success. By understanding and improving communication processes, ethio-

telecom, in particular South-South West Region, can enhance its strategic initiatives, thus 

contributing to its overall performance in the telecommunication sector of the country. 

1.6. Scope of the Study 

The study has geographical, variables, and time scopes. Geographically, even though, there 

are twenty eight ethio-telecom service centers in South - South West region, characterized by 

its diverse population, economic activities and geographical challenges, has been identified 

as a priority area for development by the government, the study was delimited to examine the 

relationship between the organizational communication and strategic plan implementation at 

selected fourteen ethio-telecom centres in South – South West Region, namely, Wolkite, 

Woliso,Werabe, Butajira, Hawassa, Enseno, Halaba, Hosana, Shashemene, Jimma, Durame, 

Dilla, Arba Minch and Wolaita Sodo which are structured and located in different parts of the 

region. This is because they are strategically significant towns within this region and are 

known for their vibrant economic activities; variation in terms of service quality and 

accessibility, due to their proximity, and in order to make the data manageable.  

In terms of content and variables, the study was delimited its extent on investigating the type 

of communication (internal and external) and their influential form of communication that 

was used to disseminate strategic plan implementation information, because to determine and 

to get better gain in understanding of the relationship that could exists between the variables: 

internal communication quality, internal communication accessibility, effective use of 

internal communication in the organization culture, effective use of internal communication 
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in HRM, external communication and the outcome variable – strategic plan implementation. 

These variables were selected based on literature review and personal insight of the 

researcher from many variables that could have effect on strategic plan implementation for 

the sake of tractability as compared with the capacity of the researcher in managing a number 

of variables in the study.  

1.7. Limitations of the Study 

Limitations are influences beyond the researcher‗s control. Despite the popularity of this 

communication topic, some key limitations for this study have been identified. First of all the 

study was mainly focused on examining the effect of organizational communication on 

strategic plan implementation in the case of ethio-telecom centers found in South-South West 

Region. In doing so, this study encountered with lack of literature review on the issue under 

consideration in the study area.  

The other limitation was generalizability issue (failing to include the other ethio-telecom 

regions), since the study assessed the effect of organizational communication in the selected 

ethio-telecom centers; as the result of this conclusions drawn from this study may not be a 

representative and therefore cannot be generalized to other ethio-telecom service centers 

found outside of the SSWR and in the country as well, i.e., the results of the findings of the 

study do not necessarily apply to other ethio-telecom centers operating outside of the SSWR 

and in the country as well.  

In general, even though, the researcher has faced the above limitations, these limitations did 

not have significant impediment on the outcomes of the study.  

1.8. Organization of the Study 

The study is organized into five chapters. The first chapter includes the introduction and 

background of the study, statement of the problem, Objectives of the study, hypothesis, 

significance, scope, limitations, and organization of the study. The second chapter comprises 

of related theoretical and empirical literature review as well as conceptual framework of the 

study. The third chapter of the study presents materials and methods of the research. It covers 

the research design and approach, target population, sources of data, sampling techniques and 
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sample size determination, instruments of data collection, validity and reliability test and 

method of data analysis.The fourth chapter involves presentation, analysis and discussion of 

gathered primary data. The final chapter deals with summary of major findings, conclusions 

and recommendations. 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 



13 
 

CHAPTERTWO 

LITERATURE REVIEW 
 

This section comprises of three parts which are the theoretical, empirical reviews, and 

conceptual framework. The purpose of the literature review is to examine key concepts and 

related research relevant to examine the effect of organizational communication on the 

strategic plan implementation in ethio-telecom. The following topics are identified as 

important: the concept of strategy and strategic plan; strategic implementation; 

communication and its types: internal and external communication; organizational 

communication and its effectiveness, why communication is important. Finally, it presents 

empirical studies related literatures as well as conceptual framework of the study. 

2.1. Theoretical Review 

2.1.1. Definition of Strategy 

Organizational technique refers to the activities and approaches made by administration 

planning to guarantee the victory of the organization (Schweiger et al., 2019). On the other 

hand, in accordance with the mentioned idea strategy also can be taken as management‘s 

road map for their respective organization (Nwanzu & Babalola, 2019). Furthermore, 

elaborating the idea, they stated that management creates methodologies to direct how an 

organization conducts its commerce and diagrams that exact way in which it will accomplish 

its overall objectives and destinations. Good administration is appeared by formulating a 

clear and brief strategy, effective communication of strategy and successful strategy 

implementation. 

2.1.2. Strategic Planning 

In the implementation of strategy for an organization or a company, it is crucial to have a 

clear understanding of the concept of strategic planning. Strategic planning is a process of 

carefully and thoughtfully aligning the strengths of an organization‘s business to the 

opportunities that are available to the company in its chosen business environment. On the 

other hand, it is also ―a disciplined effort to produce fundamental decisions and actions that 



14 
 

shape and guide what an organization is, what it does, and why it does it.‖, as pointed out by 

(Bryson, 2021). It involves the formulation of long-term goals and the identification of the 

necessary actions to achieve those goals.  

The process of strategic planning typically encompasses several stages, including the 

assessment of the internal and external environment, the establishment of a vision and 

mission, setting objectives, and formulating strategies to achieve those objectives (Harrison 

& John, 2022). By engaging in strategic planning, organizations can adapt to changing 

market conditions, anticipate potential challenges, and seize opportunities, thereby enhancing 

their long-term viability. In general, it serves as a fundamental framework that enables 

organizations to navigate complexity, align resources with goals, and achieve sustained 

success. 

Nonetheless, strategic planning is profoundly influenced by how it is conceptualized and 

studied, significantly shaping evaluations of its effectiveness and the reasons behind its 

performance (Poole et al., 2000). In variance studies, specific variables are regarded as stable 

and consistent causes, producing predictable outcomes over time. This aligns with Aristotle‘s 

concept of efficient causation, a traditional understanding of causation prevalent in scientific 

inquiry. However, strategic planning is inherently a purposeful endeavor, which introduces 

the notion of final causation. Both efficient and final causation provide useful insights for 

research on strategic planning, highlighting its complexities and the interplay of consistent 

variables with evolving purposes. An understanding of these dual aspects of causation can 

improve our comprehension of the dynamics at play in strategic planning and its assessment. 

This perspective emphasizes the goal or purpose (telos) behind actions or processes, similar 

to the idea of "rallying around a cause" (Falcon, 2015; Pollitt, 2013). If strategic planning is 

motivated by specific objectives that may change over time, teleological explanations 

become especially pertinent. 

The relationship between strategic planning and its contextual influences has emerged as a 

central theme in contemporary academic literature. Contributors to this special issue 

collectively affirm that strategic planning cannot be disentangled from the specific contexts 

within which it operates. This perspective is echoed in variance studies, which emphasize the 

necessity of controlling for contextual factors to yield valid findings. For instance, George et 
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al. (2021) demonstrate that after accounting for various demographic variables, divergent 

information processing styles significantly shape perceptions concerning both the usability 

and perceived utility of the strategic planning process. Moreover, this perceived utility is 

linked to an increased commitment to the strategic plan, highlighting the importance of 

contextual factors in enhancing plan adherence (George et al., 2021). 

Additionally, Lee, McGuire, and Kim (2022) offer strong evidence that, when contextual 

factors are taken into account, there is a strong positive correlation between the processes 

used to formulate the strategic plan and its overall design and effectiveness, highlighting the 

importance of context in determining the operational success of strategic initiatives (Lee et 

al., 2022). Supporting these findings, Johnsen's (2023) found out a direct relationship 

between the strategic planning process and perceived effectiveness, but he does not find a 

clear impact on objective performance measures, suggesting that although context affects 

perception, the conversion into quantifiable results may be less clear. 

Finally, the work of Cepiku, Giordano, and Savignon (2022) highlighted a similar pattern, 

pointing out those contextual factors profoundly shape interpretations of planning adopted by 

Italian cities in response to the financial crisis, and affect the relationship between these 

planning efforts and resource allocation. In qualitative investigation, Tama (2021) identifies a 

variety of contextual contingencies that impact the goals, structure, and implementation of 

quadrennial strategic reviews by U.S. federal agencies. His findings show how these 

elements shape not only the planning objectives but also the indirect results of these 

assessments. 

In general, the mentioned literature consistently emphasized the significance of context in 

strategic planning. From shaping perceptions and commitment to influencing effectiveness 

and implementation, contextual factors are integral to understanding the dynamics of 

strategic planning processes. Therefore, based on the above viewpoints this study attempted 

to investigate the current status of strategic planning practice of   

2.1.3. What Contributes to Strategic Planning Success? 

Strategic planning is an essential process for organizations aiming to navigate complex 

environments and achieve their long-term objectives. The success of strategic planning is 
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contingent upon various factors, including organizational communication, stakeholder 

engagement, and the establishment of clear objectives. In the context of telecommunications 

in Ethiopia, organizational communication emerges as a crucial element influencing the 

effective implementation of strategic plans. According to Ansoff (2020), the alignment 

between organizational communication practices and strategic planning significantly 

enhances the ability of firms to adapt to market dynamics and achieve their strategic goals. 

One of the primary contributors to strategic planning success is the clarity and effectiveness 

of communication within the organization. A research by Yusof & Waller (2021) highlighted 

that transparent communication channels enable organizations to disseminate strategic goals 

efficiently, ensuring that all employees understand their roles in the implementation process. 

In the telecommunication sector in Ethiopia, where rapid technological advancements and 

regulatory changes occur, effective internal and external communication becomes vital for 

aligning strategic initiatives with market conditions. As identified by Alemayehu (2022), a 

lack of effective communication can lead to misunderstandings, misaligned priorities, and 

ultimately, failure in executing strategic plans. 

Moreover, stakeholder engagement plays a pivotal role in the successful implementation of 

strategic plans. Engaging various stakeholders such as employees, customers, and regulatory 

bodies can promote a sense of ownership and commitment to the strategic objectives. 

According to Kearins (2023), organizations that prioritize stakeholder engagement are more 

likely to achieve strategic alignment and swift execution of their plans. In the Ethiopian 

telecommunications context, where competition is intensifying, stakeholders' feedback can 

provide valuable insights into consumer preferences and regulatory expectations, thus 

enhancing strategic responsiveness and adaptability. 

In general, the success of strategic planning in the telecommunications sector in Ethiopia is 

significantly influenced by effective organizational communication and active stakeholder 

engagement. These elements contribute to clarity in implementing strategic objectives, 

aligning organizational efforts with market demands, and promoting a collaborative 

environment conducive to strategic plan success. Therefore, in this study attempts were made 

to explore the relationships between communication, stakeholder involvement, and strategic 
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outcomes to provide deeper insights into enhancing strategic planning effectiveness in 

emerging markets in the case of the selected ethio-telecom service centers in the study area. 

2.1.4. Strategic Plan Implementation 

 

Strategic plan implementation refers to the process of translating strategic objectives and 

initiatives into actionable steps, ensuring that an organization achieves its desired outcomes. 

In the context of the telecommunications industry, this phase is critical, as its dynamic 

environment necessitates the alignment of innovative technological advancements with 

organizational goals. Effective implementation focuses significantly on the quality and 

clarity of organizational communication, which facilitates stakeholder engagement, resource 

allocation, and performance monitoring. 

Organizational communication encompasses the various ways in which information is 

disseminated and exchanged within a company. It plays a paramount role in strategic plan 

implementation by ensuring that all employees understand the strategic vision, their roles 

within it, and the interdependencies between different departments. In the 

telecommunications sector, where rapid changes often occur, robust communication channels 

can mitigate resistance to change and enhance adaptability. For instance, according to 

Smircich and Morgan (2022), successful strategic implementations are greatly supported by 

open communication frameworks that promote collaboration and trust among employees. 

Moreover, effective communication allows for the continuous feedback loop necessary for 

monitoring progress and making adjustments to the plan. A study by De Mello and Riquelme 

(2023) highlighted that in telecommunication companies, where strategic initiatives often 

involve technical challenges and cross-functional teams, transparent communication can 

significantly influence project outcomes and employee morale. When employees are well-

informed and engaged, it leads to improved performance and better alignment with the 

strategic goals of the organization. 

In this regard, many organizations prioritize strategy creation and implementation by 

dedicating significant amounts of financial and physical resources, personnel and time to 

formulate their goals and strategies. Gartenstein (2018) agreed by stating that strategy 

formulation and implementation is important because it ensures that organizational goals are 
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set while allocating the necessary time, resources and personnel towards achieving the 

objectives. A study by Kabeyi (2019) has estimated that 70% – 90% of organizations fail to 

realize the success of implementing their strategies; only 63% of financial objectives 

envisioned by companies‘ strategies are achieved, and strategies most often fail because of 

ineffective execution. Furthermore, he explained that the challenges that prevent 

implementation can be grouped into internal factors within the organization and external 

factors that are beyond the control of the organization and emphasized that the volatile global 

economic situation, limited resources and political interference are the most notable 

challenges which affect organizations.  

On the other hand, there are many internal factors that can affect strategy implementation. 

One of the internal limiting factors is the organization‘s lack of resources (Clark, 2017). 

Strategy implementation requires a range of resources such as funds, infrastructure, staff and 

time. Dalum (2018) stated that another internal factor that affects the implementation of 

strategies is the lack of follow-up and support. It is a common occurrence for firms to 

develop strategies but experience low execution levels post strategy planning. Left to 

themselves, people seldom stick to their long to do lists and do not implement them because 

of procrastination (Tawse, Patrick & Vera, 2018). It has also been observed that one of the 

major internal factors that hindered strategy implementation is the resistance to 

organizational change (Rooke et al., 2010). New strategies often require new ways of doing 

things, new processes and new ways of thinking. These changes can be met with resistance if 

they are not introduced well throughout the organization. Poor communication is one of the 

critical barriers to implementation of strategies (Ramokgadi, Moreme & Boikanyo, 2019). 

Prior studies revealed that there are several ways of ensuring implementation. Kabeyi (2019) 

believed that ensuring alignment between the new strategy and existing organizational 

culture and structure is an effective way of enhancing the implementation of strategies. 

Establishing the alignment will also ensure that the implementation process runs smoother, 

without any major issues. Effectively managing the organization‘s resources through 

prioritizing is another method of overcoming the implementation challenges. Managers 

should aim to allocate and distribute resources based on the potential value to be derived 

from the area to which they are allocated. Hrebiniak (2008) stated that organizations should 
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concentrate on strategies which will ‗milk the cash cow‘ first and then allow the success to 

filter through to the other areas of the organization. The importance of managing change well 

is clearly important for effective strategy implementation. In order for strategies to be 

implemented well in an organization, every aspect of the strategy needs to be communicated 

effectively throughout the entire workforce of the organization (Andersson & Jansson 2020). 

The empirical results of the study by Engert and Baumgartner (2016) revealed that internal 

communication processes play an important role in managing change. Effective 

communication at all levels of the organization helps in transferring the correct and useful 

information relating to the strategies which have been created. In order for communication to 

be effective, Lunenburg and Ornstein (2008) advised that the organization should 

be structured in a way that allows information to be communicated in three specific ways: 

horizontally, upwards and downwards. Clear understanding of strategy implementation 

activities breeds affective commitment and dedication. This ultimately results in improved 

business performance and implementation of organizational strategies (Shonubi & Akintaro, 

2016). 

2.1.5. Communication 

Dunn and Goodnight (2016:14) defined communication as ‗the process of conveying 

information from one person known as the sender to another person known as the 

receiver‘. Communication is seen as a crucial component in the organization, as it is the tool 

that is used to unify all employees and ensure that everyone is doing the work 

required to execute and achieve the overarching goals, strategies and objectives of the 

organization (Liaw et al., 2018). 

Types of communication 

Organizations use various communication types to send suitable and detailed messages to 

employees (Raina & Roebuck, 2016). According to Wambui, Kibui and Gathuthi (2012:2), 

there are two main types of communication; these include verbal communication and 

nonverbal communication. According to Olds College OER Development Team (2015), 

verbal communication includes speaking, listening and writing. The sender utilizes words 

and letters to code the information and speaks the message verbally to the receiver; the 
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receiver then decodes the words for understanding and meaning. This type of communication 

forms an important part of the professional world as it is used to create work relationships, 

increase productivity and ensure organizational success. Presentations, discussions, meetings, 

formal and informal conversations are some of the examples where verbal communication is 

used (Paramitha, 2018).  

Despite the importance of verbal communication, the nonverbal aspect of communication has 

been deemed as more important (Friedman, 2019). Research has shown that ‗55% of in-

person communication comes from nonverbal cues, such as facial expressions, body stance 

and smell‘ (Olds College OER Development Team 2015). The nonverbal channel 

encompasses any method of communication that could transfer a message that is not 

contained in words themselves. Friedman (2019) stated that body language, gestures, 

appearance (dressing, jewellery), facial expressions, sounds, smells are all examples 

of nonverbal cues which can convey a message to other people. 

2.1.5.1. Internal Communication: Mediums, Messages and Perceptions 

Internal communication is defined by Schoeneborn and Sandhu (2013) as the form of 

communication within an organization that facilitates goal achievement. Grunig et al. (2002, 

p. 486) as referenced in Kim (2005), characterize internal organizational communication as a 

distinct field that investigates communication practices within organizations and the 

characteristics of effective communication systems. Many organizations still lack a 

comprehensive understanding of internal communication and underestimate its significance 

in fostering mutual understanding between upper management and staff (Atambo & 

Momanyi, 2016). By fostering effective communication through appropriate channels, 

organizations can enhance teamwork, ultimately leading to improved employee performance 

(Thao & Hwang, 2010). 

Internal communication plays an indispensable role in the functioning and success of 

contemporary organizations. Chmielecki (2015) emphasized that effective internal 

communication facilitates a cohesive work environment, enhancing employee engagement 

and fostering a culture of collaboration. The significance of this communication channel has 

long been acknowledged; as early as the 1980s, Bland (1980) identified it as a vital 
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management tool, a sentiment reiterated by Kevin (2017), who noted its potential in driving 

organizational effectiveness. 

Further supporting the criticality of internal communication, Clutterbuck and James (1997) 

argued for its rigorous examination, asserting that it has emerged as one of the fastest-

growing disciplines in organizational management. Their findings revealed a concerning 

statistic: only 40% of organizations adeptly utilized internal communication to effectively 

convey their business mission and vision. This gap underlines the necessity of prioritizing 

internal communication within management strategies to optimize organizational 

performance. 

Defining the breadth of internal communication, Kim (2005) elucidates that it encompasses 

all interactions and exchanges among employees, influencing not only individual 

performance but also the overall organizational climate. In a rapidly changing business 

environment, the value of fostering clear and consistent internal communication cannot be 

overstated; it serves as the backbone of successful teamwork and helps organizations 

navigate challenges effectively. 

Recent studies continue to affirm the importance of internal communication. For example, a 

2022 report from the Institute for Public Relations highlights that organizations with robust 

internal communication strategies experience higher employee satisfaction and retention 

rates (IPR, 2022). These findings reinforce the notion that internal communication should not 

be viewed merely as a supplementary function, but rather as a cornerstone of organizational 

success. 

Chmielecki (2015) stated that the ultimate beneficiaries of internal communication are peers, 

employees, employers, clients, the community, and the company, which finds itself with 

efficient and committed employees, satisfied clients and community respect, suggesting 

research and improvement of internal communication must be ongoing. One of the internal 

communication functions focuses in this study was related to effective communication 

between middle managers and to gain more insight into how middle managers and employees 

can be engaged in an organization‗s related activities. 
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The potential benefits of internal communication according to Welch (2012) are that it relies 

on appropriate messages reaching employees in formats useful and acceptable to them. 

Abdullah and Antony (2012) stated that within the organization, face-to-face communication 

is an important internal means of communicating. It can also considered that specific 

behaviors during transmitting the messages (Dăneci-Pătrău, 2011) determine how the 

receivers accept and respond to the messages. Without effective internal communication in 

an organization, it not only makes manager-employee relationships complicated, but makes it 

impossible for the organization to communicate with external parties such as customers, 

government, society, suppliers, etc., leaving the organization open to failure (Schwarz, 

Watson, & Callan, 2011). 

Kim (2005), however, sees internal communication as a system associated with employee 

organization relationships, playing the role of antecedents of internal relations. More 

specifically, Kingston (2007) explained a one-way communication flow from the top down 

was negatively related to employees' commitment, performance, trust, and satisfaction 

whereas upright internal communication was shown to be associated positively with common 

goals, developing good relationships and playing an important part in the success of change 

initiatives. Internal communication is, therefore, a holistic management process associated 

with developing within organizations the necessary channels to transmit messages about 

behaviors, attitudes, understanding, roles, culture, and skills (Clutterbuck & James, 1997). 

Nonetheless, prior studies have shown that effective internal communication can enhance 

employee performance, and recommend that strong communication mediums should be 

emphasized to ensure the effectiveness of communication (Atambo & Momanyi, 2016). In 

this context, according to Zagan (2008) the road towards increased efficiency means an 

organization needs to handle continuously internal and external communication, with the aim 

of improving and perfecting it. According to Hola (2012), communication mediums and their 

implementation are necessary for the organization and market success as well. It is necessary 

to realize that the main task of communication mediums is satisfying the information needs 

of individuals in organizations. ―In the main, they need basic information for managing 

their job duties. Hola (2012) added that internal mediums included face-to-face meetings or 

computer-mediated and group discussion, and are relevant to those working in public 
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relations or marketing within organizations. Adams, Roch, & Ayman (2005) also claimed 

that effective communication mediums must involve face-to-face and electronic tools 

between managers and employees. Rogala & Bialowas (2016) explained the importance of 

internal communication in their findings including six functions it serves: 

i. Providing employees with the up-to-date information necessary for their proper 

functioning in the organization 

ii. Uniting employees around the mission, values and strategy of the organization 

iii. Motivating employees to work for the benefit of the company 

iv. Creating a positive atmosphere in the workplace 

v. Building a positive image of the company among employees 

vi. Preparing employees for upcoming changes 

Ideally, internal communication strikes a balance between extremes. Communicating too 

little creates a vacuum that causes mistrust and speculation. However, too much information 

can result in communication overload or the paradox of plenty in which an overabundance of 

information is ignored. 

2.1.5.1.1 Communication Mediums 

An essential aspect of effective communication is the selection of the communication 

mediums that are best suited to resolving the problem (Gorse & Emmitt, 1999). Orlikowski 

(2017) believed that a communication medium is one of the ‗genres‘ in communication 

studies. He compared memos and electronic mail in the organization and found that both are 

useful for organizational evolution. Understanding the functions of effective communication 

mediums and knowing which mediums to be used will assist with employee willingness in 

doing tasks (John & Matterson, 2002). The choice of communication technology use in 

employee communication is important. Organizations can choose to communicate either 

face-to-face, online, or through various forms of mediated communications (Men, 2014). The 

selection of communication mediums is based on how effective they are in achieving bottom-

line organizational goals and how they fit in a communication process. Computers, 

interactive videos, and other information technologies are very useful in informing 
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employees about important internal messages as well as gathering new ideas (Wright et al., 

2014). 

With the adoption of new communication technologies in employee communication, it has 

increased the overall level of organizational communication (Miller et al., 2011). The 

electronic communication media used in workplaces include telephones, video-conferencing 

and internet facilities such as email, intranets and social media networks. Besides electronic 

technologies, face-to-face communication is also used in employee communication. Face-to-

face communication can be started with formal and informal one-to-one meetings which 

include eye contact, facial expressions, body movements and the tone of message that 

indicates the importance of the message. The way to interpret the message will also change 

based on the differences of the expressions.  

The choice of communication medium significantly impacts both the manner in which 

individuals express messages and their reactions during interactions, whether through 

traditional or modern methods. Research indicates that face-to-face communication remains 

the most effective channel when compared to alternatives such as email or voicemail 

(Sharma, 2015). As a result, there is an increasing interest in examining the effects of new 

communication technologies within organizational contexts, particularly regarding employee 

development and performance enhancement. These tools can foster a work environment that 

encourages employees to be not only proactive but also skilled and efficient. The dynamics 

of organizational communication have evolved; the traditional, one-way communication 

model from managers to employees is no longer the norm. With advancements in 

technology, communication can now occur ubiquitously, transcending geographical and 

situational boundaries. 

As the result, it becomes important to emphasize effective use of communication mediums or 

channels to bring about high performance. Any breakdown in the communication process or 

chain can have serious adverse effects on organizational performance (Chidiebere et al., 

2015). In an era of information and communication technologies (ICT), computer-mediated 

communication is a necessary infrastructure that every organization needs to be equipped 

with. The use of digitization for example has affected the world in which people live, work 
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and learns. With the adoption of communication software, it helps the flow of 

communication within the organization and among employees alike. The use of computer- 

mediated communication has significantly changed the way organizations and employees 

communicate with each other.  

In their research, Schiller and Cui (2010) found that communication channels, including face-

to-face interactions and instant messaging, facilitate connectivity among employees within 

departments, benefiting both managers and staff in maintaining their relationships. Their 

investigation, conducted in the contrasting cultural environments of the United States and 

China, revealed a higher prevalence of face-to-face communication over instant messaging. 

The findings indicated that American employees tended to exhibit greater openness during 

in-person discussions compared to their Chinese counterparts, particularly among peers. 

Conversely, when utilizing instant messaging, Chinese employees demonstrated significantly 

greater openness than American employees across various communication dynamics, 

including downward, peer, and upward exchanges (Schiller & Cui, 2010). 

Similarly, face-to-face communication was also found to be most effective in another study, 

as it provides instant feedback and multiple cues like expression, emotions, and personal 

focus (Mishra & Mishra, 2009).  However, there is a contradiction found in studies by 

(White, Vanc, & Stafford, 2010) who suggested face-to-face communication was not the 

richest communication channel. Electronic channels, if used thoughtfully, can flatten the 

traditional style of internal communication and can give employees at all levels of the 

organization the sense of hearing things first-hand, from the top.  

D‗Ortenzio (2012) reported group e-mails, regular meetings, message boards and memo 

systems may be considered appropriate to increase staff efficiency and productivity by 

improving communication channels throughout the organization and ensuring that all 

relevant parties were informed of new information, changes, and policies. Another study by 

Merten and Gloor (2009) about electronic communication found that when receivers received 

the same e-mail many times they were found to be least satisfied with their job performance. 

An e-mail which is supposed to receive feedback or a ‗reply‘ from the receiver may not be 

read. 
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By understanding the communication process, those involved in the conversation – 

particularly senior managers or middle managers can select the optimum communication 

mediums to increase the efficiency of manager to employee communication, with benefit to 

the productiveness of daily work. For example, the application of traditionally online 

discussion forums in the organizations may be still appropriate if the organization is among 

the small industry players. The types of social media tools that are regularly being adopted by 

certain organizations for the purposes of communication and knowledge sharing are Twitter 

and other social networking sites, the most popular at present being Face book and Linked In 

(Baxter, 2015). This is a major development in communication mediums with a shift from 

traditional styles of internal organizational communication to new media. These new 

communication technologies have changed the way employees communicate with each other 

through multi communication channels (Vegiayan, Baghestan, & Asfaranjan, 2013). 

While each medium has its own impact into communication effectiveness, prior research has 

shown that technological advances in communication are often considered useful but not 

essential due to its time-consumption, for example giving feedback is perceived as too time 

consuming to be prioritized through the medium. Gordon & Stewart (2009) in their study 

stated that a lean communication medium such as e-mail typically is ineffective for 

negotiating shared understandings about issues that are complex such as discussion about 

performance appraisal or discipline issues. 

In addition to social media being used for internal organizational communication, Berger 

(2011) predicted other mediums based on the virtual environment can also be used internally 

by organizations such as blogs, podcasts, wikis, chat rooms, discussion forums, RSS feeds, 

and websites. Social media can contribute to a number of organizational dimensions: 

improvement of communication processes, community development, facilitation of 

information flow, promotion of values, consolidation of organizational culture, and 

stimulation of creativity, even of collective intelligence, under optimum conditions (Badea, 

2014). In most organizations, the communication medium is mostly the same. The difference 

is how the medium and tools are used. Are there clear objectives? Can their effectiveness be 

measured? This is where a strategic approach to research, analyze, communicate, and 

evaluate communication mediums comes in and part of developing a solid plan is 
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determining which communication mediums are appropriate for the organization‗s message 

and audience (Rana, 2013). 

2.1.5.1.2 Messages and perceptions 

Organizational communication encompasses a variety of methods, including face-to-face 

interactions, telephone calls, emails, online forums, and social networking, which facilitate 

the sharing of information and the enactment of change within the workplace (Husain, 2013). 

Over the past few decades, as noted by Leonardi (2014), there has been a notable rise in the 

utilization of technology to enhance the visibility of communication as a professional 

activity. Traditional communication methods, such as telephone conversations or in-person 

discussions, tend to remain private, accessible only to the individuals involved or those 

within earshot. Consequently, the likelihood of a wider audience overhearing such exchanges 

is limited compared to the overall size of teams and organizations. In contrast, modern 

communication tools, including email and instant messaging, enable information to be easily 

disseminated and visible to a larger group. 

A study done by Tripathi (2017) pointed out that corporate managers spend downwards of 80 

percent of their work time on communication centered activities. Tripathi further explained 

that in the organization, managers should be across to whom they need to speak, email, or 

telephone to avoid misunderstanding and missed functions.  On the other hand, Yildirim 

(2014) unraveled that the value of effective communication is not only necessary to build up 

proper channels between managers and employees, but also necessary to contribute implicitly 

to the overall performance of organizations. Besides, Gonzales (2011) stated that in order to 

help others become motivated; managers need to use effective strategies during 

communication that will increase collaboration, trust, risk-taking, job satisfaction, morale, 

performance, and success. One such strategy is getting feedback from employees and 

ensuring two-way communication by the right channels.  

Herman and Gioia (2001) emphasized that communication through specific channels requires 

a reciprocal approach, which involves assertively sharing information and being highly 

responsive to any questions that may arise. These practices foster the development of strong 

relationships among employees. Falkheimer et al. (2017) corroborated that communication 
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plays a crucial role in enhancing organizational effectiveness, both internally and externally, 

and they underscored the necessity for further development of communication within 

organizations. When middle managers adopt effective communication strategies, they are 

likely to cultivate greater job satisfaction among their employees, which can subsequently 

enhance their performance in everyday tasks (Dobre, 2013). 

To achieve effective communication, quick feedback upon receiving messages is an 

important value discussed in previous studies. Sigvardsson and Marthouret (2016) showed 

that positive and quick feedback shapes employees‘ motivation and performance. Indeed, if 

there are two types of feedback (negative and positive) the employee needs to receive 

positive feedback, first and foremost. The employee must feel confident and safe before he or 

she can listen to bad feedback. The result further shows that in order to formulate accurate 

and impactful feedback, the manager needs to have a good communication strategy and 

encourage face-to-face communication. Communication effectiveness is also positively 

associated with managers‘ perceived performance. The implication here is that managers 

who are perceived to engage in effective communication are also seen as exhibiting strong 

performance (Neufeld et al., 2010). It is not enough for middle managers to have strong 

management convictions; they must also act on those convictions through effective 

communication. Without effective communication, management is essentially irrelevant. 

The value of effective communication lies in what communication mediums are used to 

explain bad or good news, which might result in different impacts. Westerman et al.(2014) 

suggested that managers might choose a leaner medium (text messages) to deliver negative 

information because it implies personal detachment‖ from the message and thus allows them 

to get the message across while preserving relationships with employees. However, their 

finding suggests that receivers might not like this style to inform them of negative matters. 

Observed normative preferences may be dependent on characteristics associated with richer 

channels. 

2.1.5.1.3. Employees preference 

Studies revealed that there are various communication medium preferences by employees. 

For instance, Kelleher (2001) found that different communication medium preferences 
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related to different work roles; for examples managers favoring face-to-face communication, 

and technicians preferring written communication. Chitraoa (2014) found group meetings 

and e-mail are two preferred mediums by respondents of his study, especially if the purpose 

of the communication was to update team members on upcoming events. Ean (2010) 

observed that print communication seems to be losing preference to electronic forms of 

communication. Despite, many of the prior studies of internal communication covers the use 

and preferences of communication mediums, Ruck and Welch (2012) stressed this raises 

question about which mediums might truly influence employee preferences for internal 

communication. In this regard, Gabriel and Koh (2016) in their study confirmed that social 

media (social networking) is a preferred medium by the respondents who used it to make 

business news, updates and announcements. 

Ruck and Welch (2012) meanwhile found ‗leaders‘ communication‘ was a preferred 

communication source by all employees. They found in terms of information transmission, 

face-to-face communication as a primary method was preferred by their respondents in 

receiving prompt and useful feedback. Kupritz and Cowell (2011) in their study about 

productive management communication stressed that misuse of e-mail, however, can 

negatively affect an organization‗s bottom line. 

2.1.5.2. External communication 

External communication refers to exchanging information between a company and external 

entities such as customers, suppliers, investors, media, and the general public. It involves 

conveying messages and information about the company, its products or services, and its 

values to the outside world. External communication can be practiced in many different 

ways. For example, service desks or call centers, but also email or phone calls (Payne & 

Frow, 2005). Karakostas et al. (2005) argued that with good use of these kinds of 

communication technologies, organizations can offer their customer a variety of products, 

lower prices and personalized service. Bakir (2016) argued that inquiries from customers can 

be divided into three categories: Low controversial, moderate controversial and high 

controversial inquiries. In low controversial inquiries, there is no uncertainty on how to deal 

with the problem because they occur commonly. To solve the problems, routinized practices 
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have to be performed. Moderate controversial inquiries, on the other hand, are complex but 

still common problems. In this case, a low level of uncertainty is present, but the staff has a 

general idea on how to solve the problem. New actors are called in to bring more knowledge 

which helps solve the problem. Lastly, high controversial inquiries are the most complex 

problems. There is a lot of uncertainty and very loose outlines for solutions. In this case, 

more actors are needed to provide the needed knowledge for solving the problem. 

2.1.6. Organizational Communication and its Effectiveness 

There is ample evidence that highlights the importance of effective communication in 

successful organizations (Ramokgadi et al., 2019). One of the ways for organizations to 

ensure effective communication is to prioritize management-level communication. Zambas 

(2019) stated that organizations that have managers who adopt effective communication 

strategies are able to improve overall productivity. They achieve this by giving clear 

instructions and fostering good employee relationships, which promote teamwork so that all 

employees work towards a similar goal. Hussein et al. (2014) concluded that managers who 

apply effective communication strategies reported higher employee satisfaction, engagement 

and less instances of employees lodging complaints. In addition, effective internal 

communication within an organization enables strong bonds to be formed between personnel 

at all levels of the organization, which results in improved collaboration and coordination 

across all the departments. It has also been observed that managers who resolve conflict 

utilizing effective communication and dialogue have a higher chance of successfully guiding 

the organization through significant organizational change (Braun et al., 2013). 

In organizational communication, there are various variables affecting its effectiveness, 

among those the following factors such as credibility of communication, speed of 

communication, provision of feedback in communication, flexibility of communication, 

channels of communication and organization culture were discussed as follows. 

Credibility of Communication: The credibility of information that is communicated 

throughout the organization is another factor, which needs to be considered. Gomez and 

Dailey (2017) stated that trust, credibility, openness and candour are vital properties of an 

ideal communication climate in organizations. For employers to act towards and successfully 
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implement strategies, they need to believe the information which they receive. Research 

by Tenhiälä and Salvador (2018) found that there are differences in the levels of credibility 

between the formal channel and the informal channel of communication. They 

found that formal communication channels are more specific, transparent and less ambiguous 

than informal communication channels. These findings were more present in organizations in 

the aviation or military industry, which are adamant in utilizing the formal channels in day-

to-day operations and strategy implementation. In contrast, informal communication is more 

prone to spreading information with errors, ambiguity and deviations from the true message 

which was intended by the organization (Gomez & Dailey, 2017; Surbhi, 2018). 

Speed of Communication: The speed with which information travels from the source to 

the intended target is an important factor to consider. With the improvement of technology, 

there are now ways for information to go out to the entire organization simultaneously 

via both the informal and formal communication channels such as e-mails and instant 

messaging platforms (Calin, 2019). Hauer, Harte and Kacemi (2018) found that real-time 

information can be utilized much faster within the organization. In addition, using real-time 

information makes employees perform their jobs easier and can implement strategies more 

efficiently. Despite some similarities in the speed of both the channels of communication, 

there are also some differences that are present. Hauer et al. (2018) observed that some forms 

of formal communication take too much time to prepare and process. For official 

organization news to come out, it needs to be vetted and edited by many people before it is 

released. On the other hand, the informal channel does not require such long preparation 

times. 

Provision of feedback in communication: Provision for feedback is the fourth factor that 

has been found to have an impact on communication. Surbhi (2018) posited that 

organizations that have an open-door policy for employees to ask questions and provide 

some feedback can help them to perform the right tasks and ensure that the strategies of the 

organizations are implemented accordingly. In addition, feedback is important to employees 

of an organization because it enables them to fully participate, engage with and experience 

the information which is being conveyed in the message. This helps to reinforce the 

messages and lead to better action (Tyagi & Kumar, 2004). Lunenburg (2010) pointed out 
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that the informal communication provides a clear path of feedback because it is used freely 

and makes employees feel comfortable enough to express their feelings and their attitudes 

regarding various aspects of the organization. It can also be concluded that it is also relatively 

easy to provide feedback in formal communication because organizational channels of 

communications are outlined and there is a record of the communication. 

Flexibility of Communication: The flow of information between the various levels and 

departments of the organization is also an important factor to consider. The information flow 

largely depends on the communication structure which has been set up by the organization 

and the channels in which the information flows (Calin, 2019). Calin (2019) believed that 

different communication structures and channels impact the organization‘s communication 

linkages and access to information; these in turn affect employees‘ participation, satisfaction 

and ultimately performance. Gomez and Dailey (2017) stated that some forms of 

communication are viewed as rigid in nature, highlighting examples such as handbooks, 

policy manuals and reports as documents which cannot be altered once they have been 

released. Other forms of communication, on the other hand, are regarded as flexible in 

that they can easily be altered and modified to fit the need and take advantage of the constant 

changes in the business environment (Winter, 2018). In addition, Xu and Li (2013) stated 

that the flexibility of the informal communication enables messages to convey employee‘s 

thoughts, attitudes and motivations. The aforementioned communication flexibility 

differences display the potential differences in the overall effect which can be present 

pertaining to strategy implementation. 

Channels of communication: The last variable is the channel of communication, namely the 

formal and informal channels. Gulam (2010) indicated that the formal communication 

channel involves official messages and news that flow through recognized channels or routes 

officially laid by the organization. Such communication is well planned and intentional and 

occurs across all levels of the organization, such as between entry-level employees and their 

supervisor, among employees at same level or between the top management and 

departmental managers. Gomez and Dailey (2017) pointed out that the types of formal 

communication that are widely utilized in organizations include the following: official 

memos or notices, e-mails, conferences, structured meetings, employee handbooks and 
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company magazines. According to Turkalj and Fosic (2009), the main disadvantage with 

organizations that rely heavily on formal communication is of information overload. Too 

much information that is given in short spaces of time can become a burden to employees 

and lead to inefficiencies. In contrast, Kaplana (2014) found that formal communication has 

the following notable advantages to organizations: it is effective and dependable, it provides 

accurate information majority of the time and it has documentary evidence which can be used 

for future reference. Informal communication, on the other hand, considers the socio 

characteristics of the employee as an individual in the organization. It is largely unofficial 

and outside the officially designed channels. In addition, this form of communication reflects 

the employees‘ perception of the organization and is useful in gaining the information that 

leads to the success of the organization (Turkalj & Fosic, 2009). 

2.1.7. Why is Communication Important? 

The definitions of internal and external communication have been explained. However, why 

is it important to give it attention? According to many scholars, internal communication plays 

an important role within organizations. Kalla (2005) argued that companies with effective 

communications strategies are usually successful, while others tend to fall short of optimal 

performance. Effectively sharing information is fundamental for maintaining a competitive 

advantage. According to Welch and Jackson (2007), poor internal communication results in 

workplace inefficiency.  

The openness of internal communication plays an important role in people‘s day-to-day 

work. Furthermore, Kalla (2005) stated that more sharing of information increases 

employees‘ feeling of security. Creating an open and secure atmosphere contributes to a 

more secure working atmosphere. Parker, Axtell and Turner (2001) confirmed that a higher 

level of communication quality leads to a safer workplace.  

On the other hand, Hargie and Tourish (1993) refer to several scholars, who argued that a 

good communication strategy is vital in improving the quality of working relationships, 

which leads to greater organizational cohesion and enhanced effectiveness. Good working 

relationships are an important determinant of job satisfaction as well. This leads to reduced 

levels of absenteeism and increased productivity (Argyle, 2001). Clampitt and Downs (1993) 
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argued that improving internal communication leads to improved productivity, reduced 

absenteeism, higher quality of services and products, increased levels of innovation, fewer 

strikes and reduced costs. Quirke (2002) pointed out that the people of a company produce 

value. Internal communication is the core process by which businesses can create this value. 

Hargie & Tourish (1993) summarized that a company which is not communicating well as 

„‟an orchestra which constantly tune-up, but never play a symphony.‟‟ To summarize, good 

internal communication leads to more efficiency and effectiveness, happier employees and 

more productivity. 

Communication with the customer, on the other hand, is also of great importance for 

organizations. As said earlier, the survival of companies depends on good interaction with 

their external environment such as customers (Dirsmith & Covaleski, 1983). Nienaber and 

Schewe (2011) stressed that good communication creates trust between the company and the 

customer. Payne and Frow (2005) forwarded that the importance of creating relationships 

with customers. By doing this, companies can improve shareholder value and create 

profitable relationships. Karakostas et al. (2005) stated that the acquisition of new customers 

is five times more expensive than generating repeat business from existing customers. 

Holding good relationships with customers and therefore keeping them as a client will 

increase profits as a result. Communication is a vital factor in maintaining good relationships 

with customers. Staying in touch and interacting are often mentioned as important factors in 

communication (Vavra & Terry, 1992). Roberts-Lombard (2011) indicated that 

communication with customers can help avoid or resolve conflicts before they become 

problems. 

2.2. Empirical Studies Review 

Many researchers have been carried out their study on issues related to the effect of 

organizational communication on the strategic plan implementation in telecommunication 

sectors. Therefore, in this section some foreign and local researchers‘ designs, approaches, 

findings, conclusions and recommendations are presented below. 

Leykun (2023) assessed strategic management practices in telecom context in the case of 

Ethio telecom. To conduct this study, the researcher used a descriptive research design to 
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explain the assessment of strategic management practices (strategy formulation, strategy 

implementation and strategy evaluation) on Ethio telecom. The overall practices of strategic 

management analysis findings show that the extent to which strategic management practice 

which incorporates strategic formulation, strategic implementation and strategic evaluation 

being applied by Ethio telecom was good, particularly the highest score belongs to strategic 

formulation, which implies that Ethio telecom is doing better in the environmental scanning 

to use as a basis for developing strategy, in generating and selecting appropriate strategic 

actions and initiatives to achieve corporate mission and objectives.  

Otieno (2023) examined factors affecting strategy implementation in a remote based culture 

for global Information Technology firms based in Kenya. Explanatory research design was 

applied. The target population was the 825 top management (country managers) and middle 

level managers including head of operations, finance, human resource and marketing in the 

165 global IT firms based in Kenya. The finding revealed that communication has a 

significant effect on strategy implementation in a remote based culture for global IT firms 

based in Kenya. Correlation results revealed that communication has a significant 

relationship with strategy implementation in a remote based culture for global IT firms based 

in Kenya (r = 0.704, p-value = 0.000). The analysis of variance showed that communication 

has a positive and significant effect on effect on strategy implementation in a remote based 

culture for global IT firms based in Kenya. The regression results revealed that 

communication had a positive and significant effect on strategy implementation in a remote 

based culture for global IT firms based in Kenya (β = 0.364, p-value=0.000). The results 

show that an improvement in communication would lead to an improvement in 

implementation in a remote based culture for global IT firms based in Kenya. 

On the other hand, Lekisima, Ogolla and Nzili (2022) established the relationship between 

organizational communication and strategy implementation among energy generation firms 

in Kenya. The study applied a descriptive research design. The study targeted the 4 energy 

generation firms in Kenya. The study used methods of communications: verbal, non-verbal, 

written, and visual communications. Data for the study was analyzed through both 

descriptive and inferential analysis. Results of the study revealed that organizational 
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communication positively and significantly influences the strategy implementation among 

energy generation firms in Kenya. 

Chirwa and Boikanyo (2022) investigated the role of effective communication in successful 

organizational strategy implementation in the services industry in Malawi. A quantitative 

research method was used. Data was obtained using an online questionnaire from a bank with 

200 employees and financial services corporate with 28 employees. A combination of 

convenience and snowball sampling methods were utilized. Exploratory factor analysis, 

descriptive statistics, statistics and inferential statistics (multiple regression) were used for 

the analysis of data. The results of the study revealed that there was a significant positive 

relationship between the three independent factors (credibility of communication, speed of 

feedback in communication and flexibility of formal communication) and the dependent 

factor (strategy implementation), with credibility of communication as the most significant 

factor. The study recommended that all organizations, regardless of size, should prioritize the 

use of formal communication when conveying useful information pertaining to strategy. 

Muhaba (2022) assessed impacts of communication on implementation of strategic plans. 

Cross-sectional design was employed to quantitatively analyze the link between research 

variables of staff communication and implementation of strategy. Primary information 

was gathered via self-administered structured questionnaire. Ethiopian telecom employees 

who work in corporate offices made up the study's population. The findings demonstrated 

employee communication played a beneficial and statistically significant impact in 

implementing strategy and information about the implementation of a strategy was frequently 

sent through the vertical (Upward and Downward) communication flow. 

According to Vigfússon, Jóhannsdóttir, and ÓLafsson (2021) examined empirical studies 

conducted from 1980 till 2020 to identify obstacles and success factors affecting strategy 

implementation. The study analyzed empirical researches done so far and identified 18 key 

success factors and 16 obstacles that can either positively or negatively affect strategy 

implementation. They identified factors that have dual nature, which contain both elements to 

hinder and or facilitate the success of strategy implementation. In this regard, communication 

is one of the dualistic factors identified in the research. This underlines the significance of 

frequent and clear communication and the impact of lack of communication in both the 
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success and failure of strategy implementation. Another study by Getachew (2017) on the 

practices and challenges of strategy implementation at Ethiopian agricultural business 

corporation and observed that poor communication among others were the challenges faced 

in the strategy implementation. 

According to the research findings of Köseoglu et al. (2020) communication and people are 

the key factors to implement the strategy. The study also describes effective communication 

of strategies at the organizational level as an essential element to bring strategic consensus 

which is a critical success factor for strategy implementation. As discussed above, studies 

from different part of the world provide an important understanding on the importance and 

direct relationship of employee communication and strategy implementation. The common 

finding is that clear communication positively affects the successful implementation of a 

strategy.  

Ayusa (2016) examined the communication and strategy implementation in 

telecommunication firms in Kenya. Primary data was collected by the use of structured 

questionnaires. Thereafter, the quantitative and qualitative data obtained from the target 

population of thirteen telecommunication firms in Kenya was analyzed. The researcher found 

out that the telecommunication firms applied the various channels of communication to 

convey or transmit information at the workplace to a great extent. These channels include 

face-to-face, electronic, mobile, broadcast media, and written channels of communication. 

Alamsjah (2011) on eleven factors affecting successful implementation of strategy that have 

been well identified from previous research works, has found out a strong correlation 

between successful strategy execution and seven of the factors. Accordingly, communication 

is the third factor to have significant positive influence or to be highly correlated to 

successful strategy implementation. The researcher concluded that strategy execution will be 

more successfully when there is a shared understanding about how to do things within an 

organization (corporate culture support). The top management needs to communicate clear 

strategy and direction to middle-level managers in order for them to translate it into clear 

execution plans.  
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Aaltonen and Ikavalko (2002), in their research of strategy implementation in 12 service 

organizations, showed that so much of strategy implementation problems are related to 

communication, as communication has effect on the creation of common understanding of a 

strategy. According to the findings, the communication of strategy in those examined 12 

service firms was mostly linear and top-down communication. However, continuous two-

way communication with feedback and possibility of commenting and questioning it is 

important to understand and own the strategy. Fostering informal communication between 

superiors and subordinates helps to have a common interpretation, acceptance and adoption 

of the strategy among working units. Lack of understanding of strategy was one of the 

obstacles of strategy implementation observed in the study. The study showed that there were 

organizational members who typically recognized strategic issues as being important and 

also understood their content in generic terms; however the problem was while applying the 

strategic issues in their daily decision making. 

2.3. Conceptual Framework of the Study 

The role of organizational communication in shaping strategic plan implementation is 

critical, particularly within dynamic sectors such as telecommunications. This study aimed to 

develop a conceptual framework that explored the effects of both internal and external 

communication on the strategic plan implementation of telecommunication in Ethiopia. 

Given the rapid changes in technology and market demands, understanding the multifaceted 

nature of effective communication can empower organizations to align their strategic 

objectives with operational capabilities. 

Internal communication encompasses multiple dimensions, including the quality, 

accessibility, and effective use of communication within an organization. Regards to internal 

communication quality: High-quality internal communication has been shown to enhance 

employee engagement, clarity of strategic objectives, and overall organizational performance 

(Men, 2014). In the Ethiopian context, where organizational hierarchies can be pronounced, 

ensuring that communication channels are transparent and reliable can significantly impact 

staff morale and productivity.  
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On the other hand, internal communication accessibility: Accessibility refers to the ease with 

which employees can receive and engage with internal communications. Prior research 

indicated that improved accessibility fosters inclusivity and encourages feedback, which is 

crucial for refining strategic initiatives (Zheng et al., 2015). In a rapidly evolving 

telecommunications landscape, organizations must ensure that information is not only 

disseminated but also available to employees at all levels. 

As to effective use of internal communication in organizational culture: The integration of 

internal communication within the organizational culture can create a supportive 

environment for strategic plan implementation. Cultivating a culture that prioritizes open 

dialogue enables organizations to align their workforce with strategic objectives effectively 

(Ruck & Welch, 2012). 

Finally, effective use of internal communication in human resource management (HRM): 

The role of HRM is pivotal in influencing internal communication to enhance employee 

performance, particularly during periods of change or strategic redirection. Effective 

communication practices in HRM, such as regular updates and active listening, can enhance 

the overall acceptance and execution of strategic plans (Brewster et al., 2016). 

Beyond internal dynamics, external communication also profoundly influences strategic plan 

implementation. Organizations must effectively engage with external stakeholders, including 

customers, regulators, and partners. For instance, stakeholder engagement: Engaging external 

stakeholders is fundamental for ensuring that the strategic plans are well-received and 

supported. Effective external communication can help organizations gather valuable 

feedback that informs adjustments to strategic initiatives (Doh & Guay, 2006). Besides, 

brand reputation also crucial for effective external communication, because the perception of 

an organization in the telecommunications sector can significantly influence its strategic 

priorities. A strong, positive brand reputation, boosted by effective external communication, 

can enhance customer loyalty and market positioning (Fombrun & Van Riel, 2004). 

In summary, the above conceptual framework underscores the pivotal role of organizational 

communication—both internal and external—in the implementation of strategic plans within 

the Ethiopian telecommunications sector. By focusing on the quality, accessibility, and 
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effective practices within internal communication, alongside proactive external engagement 

strategies, this framework aims to provide a comprehensive understanding of how 

communication influences strategic outcomes. Therefore, this study attempted to test 

empirically these dimensions to offer comprehensive insights into the communication 

strategies that best support organizational success in this rapidly evolving context. 

As shown in figure 2.1, the hypothesized conceptual framework model shows the 

relationship between variables of internal communication and external communication 

(independent variables), and strategic plan implementation (dependent variable). 

Figure 2.1:- Conceptual Framework of the study 

 

 

 

 

 

 

 

 

 

 

 

Source: Modified and adopted from Yanget al.(2010) 
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CHAPTER THREE 

3. RESEARCH METHODOLOGY 

3.1. Background and Strategic Plan of the Organization 

3.1.1. Background of the Organization 

Ethiopian Telecommunications Service Provider is Africa's oldest public telecommunications 

operator, having been founded more than a century ago. Prior to 1952, the operator was part 

of the Telephone, Telegraph, and Postal Services Department. In 1952, the Imperial Board of 

Telecommunications (IBTE) was established to expand and provide telecommunications 

services after proclamation No. 131/52. Later, in 1981, IBTE reorganized as a telecom 

regulator and operator. Regulation 10/1996 organized the Ethiopian Telecommunications 

Corporation (ETC) to operate telecommunications services, and that same year, proclamation 

49/1996, established a separate regulatory body, the Ethiopian Telecommunication Agency 

(ETA) (Federal Democratic Republic of Ethiopia, 1996b). By November 2010, the Ethiopian 

government had finally changed the operator's name from ETC to Ethio Telecom. In 1894, 

the first long-distance telephone line was built, connecting Addis Ababa and Harar. Then the 

inter-urban network started to spread in all directions from the capital Addis Ababa.  

In 1906, a telegraph line was established between the Ethiopian city of Dire Dewa and 

Djibouti (Ethio Telecom, 2021). Three separate Earth satellite stations were set up in Sululta 

for international communication between 1979 and 1987. After the implementation of the 

digital exchange in 1988, the operator launched a digital microwave link in 1989 and 

installed four high-capacity 60 channel domestic satellite stations in 1994 at Addis Ababa, 

Gode, Mekele, and Humera (ITU, 2002; Ethio Telecom, 2021). These circuits connected 

Ethiopia to more than 20 Southern and Eastern African countries via the PANAFTEL 

microwave network (ITU, 2002). Up until 2005, Ethiopia had a 60-channel old analog link 

with Kenya, a 34 Mbps link with Djibouti, and a 155 Mbps digital microwave link with 

Sudan. Eritrea's analog link was severed during the 1990s war and has not yet been restored. 

After 2005, Ethiopian telecommunications services underwent a significant transformation 

and modernization, with the Chinese Import-Export Bank lending a USD 1.5 billion in 2006 
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to lay down 10,000 km of national fiber backbone and expand 2G coverage to over 85% of 

Ethiopian territory (Workneh, 2014; Wall Street Journal, 2014). The remaining international 

traffic was handled over Intelsat satellite ground station, which had 12,000 channels (ITU, 

2002). 

Ethio Telecom started to deploy 3G for 1.7 million subscribers in 2011 (Wei, 2017). 

Moreover, it deployed 3.5G and completed 4G in the capital city, Addis Ababa (Wall Street 

Journal, 2014; Wei, 2017). In 2019/20, Ethio Telecom collected a total of 47.7 Billion ETB 

(1.4 Billion USD) income, which is a 31.4% escalation from last year (Ethio Telecom, 2020). 

According to the operator, this 31.4% revenue rise in a single year was linked to network 

development and customer experience enhancement (Ethio Telecom, 2020). Massive tariff 

reductions in fixed broadband services, for example, have resulted in a 135% increase in 

subscribers compared to the previous year (Ethio Telecom, 2020). Additionally, the 

introduction of newly discounted products has contributed to a 19% increase in voice and a 

130% increase in data usage. 

3.1.2. Ethio – Telecom Three years LEAD Growth Strategy [2022 – 2024] 

Since it began offering telecom services in our nation 129 years ago, Ethiopian Telecom has 

contributed to both the socioeconomic advancement of the country and the enhancement of 

the quality of life for its people. It has developed and put into action a three-year LEAD 

growth strategy that has allowed it to emerge as a major supplier of digital solutions in the 

cutthroat telecom industry. The strategy focuses on providing services beyond connectivity, 

enabling inclusive growth by providing digital and financial services and simplifying the 

daily activities of businesses and individuals. The first-year strategy execution was 

successfully concluded with outstanding performance. 

A number of significant analyses have been conducted, including the interests and 

expectations of internal and external stakeholders (customers, employees, vendors/suppliers, 

and various government organs), past company performances, internal strengths, 

organizational resources and capacities, weaknesses, opportunities, and threats in the external 

environment, and market dynamics. This annual business plan has been developed while 

taking into account and reviewing pertinent government policies, international best practices, 
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and industry trends. Following these multifaceted observations and analysis of environmental 

conditions, strategic priorities have been identified and six strategic thematic areas have been 

formulated. Additionally, this new business plan will accommodate a changing reality, taking 

into account the nature of the business and the ongoing market conditions, in addition to the 

inputs from last year's strategy execution. 

Given the telecom industry's rapid growth and inherent dynamic nature, this plan is not static; 

rather, it employs a "deliberate" and "emergent strategy approach," taking into account the 

industry's growth and changes, the government's development plans and directions, 

competition and further reform issues, and the state of our nation. 

Vision: A leading digital solutions provider 

Mission: to provide reliable communications and digital financial services to simplify life, 

and accelerate digital transformation of Ethiopia. 

Values: Human-centric; integrity; excellence; socially responsible; togetherness 

By effectively managing its human resources, expertise, and resources, the company hopes to 

become a company that its customers, partners, and stakeholders choose. Its strategic 

thematic areas include: Supreme customer experience, sustainable business growth, 

excellence in technology and solutions, operational excellence, leading brand, and people-

centric high performance. 

The corporate strategic objectives will be cascaded to respective work units along with 

relevant KPIs and targets for proper execution. The strategy is divided into six thematic areas 

with 17 strategic objectives and several strategic initiatives to address the strategic priorities 

and ensure the company's sustainable growth. 

The strategy aims to meet the constantly evolving needs of customers, guarantee digital and 

financial inclusion, develop a digital economy, boost productivity, and redirect revenue from 

basic connectivity services to value-added and content-driven services by implementing new 

business streams and digital solutions, such as improved digital financial services. 
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Major Initiatives 

During this fiscal year, the company intends to implement a variety of strategies to guarantee 

quality of service that boosts customer satisfaction and improves the experience, particularly 

through projects that increase network and system capacity, such as 

 To meet the increasing demand of data users, 4G/LTE Advanced and 3G network 

expansions and optimization, as well as 5G network expansions, are strengthening 

telecom network expansion and service quality assurance activities. By the end of the 

fiscal year, total mobile service capacity will be 92M. 

 Implementation of new and modern telecom infrastructure and systems expansion 

(Data center, cloud, business and operation support system…) 

 Meeting client needs by offering reasonably priced, high-quality goods and services; 

develop new revenue streams; provide services that meet the needs of enterprise 

customers; provide enterprise customers with security solutions; 

 Modernizing service delivery, notably boosting digital service delivery choices and 

swiftly reacting to customer service needs;  

 Enhancing and diversifying digital financial services, engaging more partners; 

 Expanding tele birr‘s accessibility throughout the country through customer 

awareness creation activities; Engaging in beyond connectivity services and 

strengthening financial capacity;  

 Provide effective service to clients by upgrading internal procedures and business 

processes automation; Maintaining the financial soundness of the organization and 

strengthening cost-saving and effective resource usage techniques; 

 Enhance resilience of our leadership to readily adjust to the demanding business 

climate and increase the ability to turn problems into opportunities; Take part in 

capacity-building exercises for staff members to foster a competitive mindset and 

enable them to offer clients competitive services; creating and executing a range of 

employee retention initiatives to maintain the company's competent and qualified 

workforce; and 

 Using a variety of corporate social responsibility initiatives to support the community, 

improve the company's standing, and foster a sense of community acceptance and 
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ownership in order to establish a preferred brand recognized for providing high-

quality, reasonably priced services.  

(Ethio -.telecom, 2023). 

3.2. Research Design 

Explanatory study design was adopted in order to investigate the effect of organizational 

communication on the implementation of a strategic strategy in ethio telecom. This design 

was chosen since it is one of the correlational research designs that are employed in social 

science research (Creswell, 2012). More precisely, it allows the researcher to explain the kind 

of relationship that existed between various variables associated with the subject of the study. 

For example, to determine how much a change in one independent variable affects the 

dependent variable. It is also convenient to gather data from a relatively large sample of 

respondents at one point in time.  

Moreover, it helps to investigate the current situation of the strategic plan implementation in 

the selected ethio-telecom centers in the study area and more importantly, it is useful to 

describe the effect of the independent variables on the outcome variable using the 

correlation statistical test including the strength and the direction of the relationship between 

the variables so as to provide more information about effect relationship. Finally, it helped 

to make interpretations and draws conclusions from the statistical test results.  

Therefore, based on the above scenario the researcher has attempted to investigate the effect 

of organizational communication on the strategic implementation in ethio-telecom centers in 

SSWR. 

3.3. Research Approach 

Both quantitative and qualitative methods were used; the quantitative approach was more 

objective, much more focused on gathering and analyzing statistics, and used to evaluate the 

evidence and clarify theories and hypotheses (Hunter & Leahey, 2008). In contrast, the 

qualitative method involved interpreting people's opinions, which, according to Creswell 

(2007), helps to reduce the risk of validity, reliability, and subjective issues. According to 

this perspective, there were a few reasons to use a mixed methods approach: first, it is 
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beneficial to look at the same phenomenon from different angles and also to allow for the 

emergence of new or deeper dimensions; second, the mixed method approach offered 

advantages that neither the quantitative nor the qualitative approaches could offer when used 

independently (Creswell, 2003). For these reasons, the study was conducted using a mixed 

method approach. 

3.4. Target Population 

In order to answer the research questions and achieve the study's goals, the target populations 

were management bodies and permanent employees who were directly involved in the 

implementation of strategic plans and communication. According to the Human Resource 

Management Department (2024) and the most recent data available, there are 2,500 

permanent employees in the South-South West region of Ethiopian Telecom. There are 

twenty-eight operational service centers in this region, which is one of the country's twenty-

three regions and zonal Ethiopian Telecom Offices. 

3.5. Sampling Techniques and Sample Size Determination  

3.5.1. Sampling Techniques 

In this study probability sampling technique was employed. This method was chosen because 

it ensures the law of statistical regularity which states that if on average the sample chosen is 

a random one, the sample have the same composition and characteristics as the target 

population (Catherine, 2009). Moreover, it ensures the reliability; validity and statistically 

acceptable results rather than non-probabilistic techniques. Therefore, based on this view, 

cluster sampling technique was used. This is because, cluster sampling technique is a method 

in which each unit selected is a group of persons rather than an individual (Ali, 2014). Hence, 

each ethio-telecom center with its all permanent employees taken as a cluster. Moreover, 

cluster sampling technique is useful when sampling frame is not available or too expensive 

and cost of reaching an individual element is too high. Furthermore, as far as all the twenty 

eight ethio-telecom service centers in SSWR administered through similar procedures, the 

researcher believed that cluster sampling technique is suitable. Therefore, using cluster 

sampling technique ten ethio-telecom centers, namely, were chosen randomly.  
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3.5.2. Sample Size Determination 

The sample size of the study from the target population, all permanent employees in the 

SSWR were determined using the simplified formula for proportion which was developed by 

Yamane (1967) cited in Ajay and Micah (2014). According to Yamane, with 95% confidence 

level and 0.05 sampling error, the sample size is determined by the formula: n =  

Sample size: n =   =  

Where: N = is the population size, and e = is the level of precision or sampling error. 

However, the final sample size for the research was 362 with 5% added considering non – 

response rate. 

As to the allocation of study sample was done using cluster sampling technique described in 

the above section. Accordingly, the chosen ethio-telecom centers along with their employees 

including management bodies are described in Table 3.1 below.  

Table 3.1: Sample Size Distribution Resulted from Cluster Sampling Technique 

No Name of ethio-telecom 

center 

Number of 

Employee 

Percent 

1. Wolkite 28 7.7 

2. Woliso 25 6.9 

3. Werabe 23 6.4 

4. Butajira 27 7.5 

5. Hawassa 25 6.9 

6. Enseno 26 7.2 

7. Halaba 25 6.9 

8. Hosana 31 8.5 

9. Shashemene 24 6.6 

10. Jimma 26 7.2 

11. Durame 23 6.4 

12. Dilla 24 6.6 

13. Arbaminich 26 7.2 

14. Wolaita Sodo 29 8.0 

Total 362 100 

Source: South - South West Region Human Resource Report, January 2024 
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3.6. Methods of Data Collection and Instruments 

3.6.1. Sources of Data 

The sources of the data for this research were both primary and secondary. Primary source of 

data was collected through questionnaire from the employees and from management bodies 

using interview in each of the selected ethio-telecom center. Secondary source of data was 

collected using document review method of data collection from the organization data and 

information office documentations such as implementation reports, strategic plan 

implementation, correspondence letters, and the ways of communication with the view of 

identifying the strategic plan implementation. 

3.6.2. Data Collection Instruments 

3.6.2.1. Questionnaire 

Self-administered questionnaire was developed and conducted on the selected employees. 

This data collection tool was chosen, because questionnaire is believed to be better to get 

large amount of data from respondents relatively in short period of time with least 

expenditure (Kothari, 2004). On the other hand, the choice of using questionnaire as method 

of data collection has considered the fact that ethio-telecom is a very busy working place and 

employees have a limited time. So, this method was chosen in order to avoid interference of 

employees‘ working hours.  

The questionnaire was structured for efficient use of time and finance for large and dispersed 

branches. In the questionnaire, structured and closed – ended questions were included. The 

survey instrument contains three parts. The first part included demographic characteristics of 

the employees. The second part was about the independent variables – about internal and 

external communication strategies and the third for the dependent variable – strategic plan 

implementation. All items in the second and third parts of the questionnaire were developed 

based on the objectives of the study and literature review. The items in the questionnaire in 

the close-ended type, responses are measured by a 1 – 5 point Likert scale: 1 for strongly 

disagree, 2 for disagree, 3 for undecided, 4 for agree, and 5 for strongly agree. Those 

questionnaires first construct in English language and then translate into Amharic language 
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with similar meanings for respondents‘ better understanding. Finally, before distributing the 

questionnaire for the selected employees, pilot test was carried out by selecting 25 (10% of 

the sample size) employees randomly from different centers out of the selected ethio-telecom 

centers. Thus, after conducting the pilot test necessary correction was made with the help of 

the advisors and then all the intended number of questionnaire were copied and disseminated 

to respondents by hand so that threat of getting low response rate was eliminated. 

3.6.2.2. Interview 

Since interviewing is fundamentally a qualitative research methodology (Creswell, 2006), it 

was chosen for this study in order to interview managements of the ten Ethiopian telecom 

service centers on issues related to the items raised in the questionnaire about the study 

variables. According to Creswell (2006), interviewing provides an opportunity to gather 

information on respondents‘ attitudes, perceptions, opinions, and experiences systematically 

and simultaneously for a specific purpose. This approach gives the interviewer more 

opportunity to go beyond the answer and to engage in conversation with the interviewee in 

order to obtain reliable information for cross-checking and supplementing quantitative data 

results. 

3.6.2.3. Document review 

In this research documents which were related to the effect of organization communication 

on strategic implementation were reviewed. Because, document review provide numerous 

types of data needed in a research to elicit preliminary information about the subject being 

investigated. Moreover, it is relevant to enhance the quality of findings through mixed 

methods. Therefore, relevant document related to demographic characteristics, 

implementation reports, strategic plan implementation, correspondence letters, and the ways 

of communication with the view of identifying the strategic plan implementation were 

reviewed.  
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3.7. Variables and Measurements  

3.7.1. Dependent Variable  

The dependent variable is strategic plan implementation. It was measured with respect to the 

strategy of ethio-telecom that was set for the past five years including this year as well as in 

terms of the three years strategic plan mentioned in the earlier section of this chapter. 

However, the items of the variable were operationalized by previously validated five point 

Likert scales, where 1 = strongly disagree, 2 = disagree, 3 = undecided, 4 = agree, and 5 = 

strongly agree. 

3.7.2. Independent Variables 

In this study, based on the reviewed literature and empirical studies, two types of 

communication such as internal communication and eternal communication were taken as the 

independent variables and their respective items were measured using a five point Likert 

scales, where 1 = strongly disagree, 2 = disagree, 3 = undecided, 4 = agree, and 5 = strongly 

agree based on. Furthermore, demographic characteristics such as sex, age, academic 

qualification, and work experience also taken as independent variables and were measured 

nominally and ordinally. 

3.8. Data Collection Procedures 

As aforementioned, to answer the basic research questions through a series of data gathering 

procedures, the expected relevant data was gathered by using questionnaire, interview and 

document analysis. These processes assisted the researcher to acquire accurate and 

meaningful data from the sample units. After having letters of authorization from Wolkite 

University and the selected ethio-telecom service centers for ethical clearance, the researcher 

directly took the pilot test on data collection instruments, because checking the validity and 

reliability of data collecting instruments before providing to the actual study subject is the 

core to assure the reliability and validity of the data.  

To ensure reliability and assess appropriateness prior to administration, the questionnaires 

were piloted among 30 employees who were not involved in the actual data collection 

process. The pilot test was conducted to determine whether the investigator and respondents 
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were effectively communicating through the instrument and to add some value to the validity 

and reliability of the questionnaire's contents based on the feedback received. Some questions 

and things were changed based on the findings, taking into account the feedback from the 

respondents and being reviewed by the advisor. The researcher clarified the goal of the study 

for all questionnaire respondents and interviewees to prevent misunderstandings after 

reaching an agreement with the concerned participants. In addition to these, the respondents' 

requests for explanations were fulfilled.  

Following receiving of all the corrected items, the questionnaires were distributed to the 

sample employees in the chosen Ethiopian telecom service centers and collected in 

accordance with the schedule; continuous follow-up was used to shorten the return time in 

order to improve the quality of the responses; and the questionnaires were then collected and 

prepared for data analysis. 

The other data collection procedure for collecting Questionnaires was via Mail Service for 

distant areas for instance: Shashemane, Hawassa, Dilla, Walaita Sodo, Arbaminch, and 

Jimma.  

In conducting research that necessitates data collection from populations residing in remote 

or rural areas, the implementation of effective mail-based questionnaire distribution 

procedures is imperative. Therefore, the researcher outlined a systematic approach for 

collecting questionnaires through postal services with the help of friends in those mentioned 

distant locations. Thus, the questionnaire was prepared and designed in a clear, concise, and 

pre-tested manner; appropriate mailing lists were also selected and accurate addresses were 

obtained; however, before mailing, packaging and information materials were also organized. 

Each questionnaire comes with an introductory letter that explains the goal of the study, 

guarantees confidentiality, and encourages participation. This letter helps to establish a 

relationship with the respondents and emphasizes the importance of their contribution to the 

research. 

To avoid damage during transportation, the packaging needs to be tight. Additionally, 

follow-up and mailing protocols were satisfied. Once the questionnaires were prepared, they 

were dispatched via a reliable postal service. Finally, collection and data compilation was 

carried out and organized the responses systematically ensuring data integrity by cross-
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referencing the collected information with the original questionnaires that enhanced the 

reliability of the findings. In general, the development of structured procedures for collecting 

questionnaires via mail service is a vital component of research in geographically challenging 

areas. By employing thoughtful design, strategic planning, and efficient follow-up, the 

researcher effectively gathered valuable data while fostering engagement within distant 

employees. 

In order to obtain a comprehensive understanding of managerial perspectives regarding 

operational challenges and employee motivations in the South-South West Region, semi-

structured interviews were used to collect qualitative data from service center managers in 

parallel with quantitative data collection. The interview guide included open-ended questions 

designed to elicit detailed responses regarding various internal and external communication 

practices as well as the implementation of strategic plans in their respective service centers. 

Before commencing the interviews with the ten selected managers, appropriate ethical 

considerations was addressed, including obtaining informed consent and ensuring 

confidentiality of responses. The interviews were conducted in a quiet and neutral setting to 

promote candid dialogue. Additionally, the interviews was recorded (with permission) to 

facilitate accurate transcription and analysis. 

In general, a thorough data collection strategy for Ethiopian Telecom consists of manager 

interviews and staff questionnaires. The organization will be able to pinpoint areas for 

development and maximize service delivery in the South-South West Region thanks to the 

quantitative and qualitative insights this dual-method approach will provide. Implementing 

these data collection procedures greatly improved the researcher's ability to obtain important 

information from the managers and participant employees in an era where making well-

informed decisions is essential for organizational success. 

3.9. Validity and Reliability of the Instruments 

3.9.1. Validity 

According to Ayre and Scally (2014), validity is a measure of how well a measurement tool 

fulfills its purpose and is concerned with whether it measures the desired behavior or quality. 

The relevant and suitable interpretation of the measurement tool's findings as a consequence 
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of the analysis is what establishes validity. The collection of relevant data for the measuring 

instrument's intended application is what Whiston (2012) refers to as validity. What the 

measurement tool is designed to measure and whether the items measure accurately in 

relation to the research goals are crucial in this situation. 

A designed validity test was performed to ensure the quality of the data and ascertain the 

validity of the measuring instruments. The researcher has attempted to rely on pertinent 

literature kinds to modify the survey's items in order to guarantee the validity of the 

instruments. Furthermore, the instruments have been modified based on the opinions of 

leading specialists and managers of Ethiopian telecom centers in order to preserve their 

authenticity. Above all, the advisers discussed and reviewed the instruments' clarity. Both 

before and after the pre-test (pilot test) was carried out, this was completed. 

3.9.2. Reliability Test 

A sound interpretation of research findings requires the measurement instruments to be 

reliable. As a result, researchers ought to make sure the measurement instrument they're 

employing is trustworthy. Reliability relates to the stability of the measurement tool and its 

consistency over time. In other words, reliability is related to the fact that the measurement 

tool gives similar results when applied at different times (Sürücü & Maslakçı, 2020).  

As per the aforementioned perspective, a researcher's findings are deemed dependable if they 

yield consistent outcomes under similar conditions but under different circumstances. The 

researcher employed a reliability test to verify the internal consistency of the questionnaire's 

items, and Cronbach alpha values were employed to gauge the reliability. Developed by and 

named after Cronbach (Cronbach, 1951), the Cronbach's alpha internal consistency value is 

the most widely used method for testing internal consistency. It's used for multi-item scales 

and questionnaires and provides a coefficient of inter-item correlations, which is a measure 

of the internal consistency among the items in the tool. It's the average correlation among all 

the items in question. 

The reliability test was conducted using the rule described in (Baharin et al., 2015). That is, 

Cronbach‘s Alpha value that ranges from 0.9 – 1.0 taken as excellent, 0.8 - 0.89 as very 

good, 0.7 - 0.79 as acceptable, 0.6 - 0.69 questionable while 0.5 - 0.59 as a poor and the 
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value less than 0.5 as unacceptable, whereas the closer Cronbach‘s alpha is to 1.00, the 

higher the internal consistency reliability will be. 

The general goal of the study was to investigate the impact of organizational communication 

on the implementation of strategic plans in Ethiopian telecom in a subset of Ethiopian 

telecom service centers, as previously stated. To this end, a questionnaire was utilized, and 

both descriptive and inferential statistical analyses were performed. However, the reliability 

and consistency of the measuring tool—each item—determines the validity of the 

conclusions derived from these statistical analyses. 

Therefore, the reliability of the items in the questionnaire was checked using pilot test on 26 

(10% of the sample size) employees randomly from different centers out of the selected 

ethio-telecom centers.  The analysis was done using SPSS version 26. The results of the tests 

are summarized in Table 3.2 below.  

Table 3.2: Reliability Test Results 

N

o 
Variable Description Cronbach 

Alpha 

Number 

of items 

1 Independent Internal Communication   

- internal communication quality .779 6 

- internal communication accessibility .791 8 

- effective use of internal communication in the  

  organization culture 

.772 7 

- effective use of internal communication in HRM .768 6 

External Communication .781 6 

2 Dependent Strategic Plan Implementation .771 9 

The overall items reliability .772 42 

Source: own construct from SPSS output, 2024 

As it can be seen in the above Table 3.2, the least Cronbach alpha value is .768 which is in 

the acceptable range 0.7 - 0.79, this implies that the values are in the acceptable range and 

hence the research was conducted using the stated items. 

3.10. Methods of Data Analysis 

Since data analysis is the process of analyzing data to extract insights that support decision-

making. The raw data collected through questionnaire were carefully sorted, coded and 

entered into computer for processing. However, the researcher used both qualitative and 
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quantitative methods of data analysis and interpretations. Accordingly, descriptive statistics, 

Pearson correlation coefficient, inferential statistics analysis and qualitative data analysis 

were employed. The quantitative data analysis was done using SPSS version 26 and MS 

Excel software. 

3.10.1. Descriptive Statistics 

In this section the data collected through questionnaire, on the effect of organization 

communication on strategic plan implementation were analyzed using frequency count, 

percentage, mean, and standard deviation to determine to what extent did the internal and 

external communications were carried out as well as strategic plan implementation using a 1 

– 5 point likert scales. Moreover, the characteristics of the respondents in terms of sex, age, 

and educational level and work experience, were analyzed using frequency counts and 

percentage.  

3.10.2. Correlation Analysis 

Pearson Product Moment Correlation Coefficient is a widely used statistical method for 

obtaining an index of the relationships between two variables when the relationships between 

the variables is linear and when the two variables are continuous (Phyllis et al., 2007). Since 

the objectives of this study was to ascertain whether a statistically significant relationship 

exists between the two independent variables and the dependent variable or not, the analysis 

was carried using Taylor(1990) who was roughly categorized r values as, r 0.35 (or - 0.35) 

are generally considered to represent low or weak correlation, r = 0.36 to r = 0.67 or r = - 

0.36 to r = - 0.67 as moderate correlations, r = 0.68 to r = 0.89 or r = - 0.68 to r = - 0.89 as 

strong or high correlations, and as Beaumont( 2012) indicated that r values very close to 1 as 

very high positive correlation. 

3.10.3. Inferential Statistics 

Inferential statistics was used to infer from the sample data descriptive statistics results about 

the population parameters or to make judgments and generalization on the target population. 

Therefore, to carry out and to achieve one of the objectives, i.e., to examine the extent of the 
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effect of the organizational communication on the strategic plan implementation, multiple 

linear regression model was utilized.  

Regression analysis was used to explain and estimate the effect of the independent variables 

on the outcome variable. It can assist in the understanding of how the value of a dependent 

variable changes when any one of the independent variables is changed, while the other is 

fixed (Shi, 2013). Generally, regression analysis is used for making statistical inferences and 

predictions based on sample data and descriptive statistics analysis results (Faraway, 2005). 

Therefore, the model description is described as follows. 

Model specification:  

  

is the multiple linear regression model with 5 – independent variables. Where the parameters 

, i = 0, 1, 2,3,4,5 are called the regression coefficients and represents the expected change 

in the dependent variable (strategic plan implementation) per unit change in  when all of 

the remaining independent variables   were held constant. Where , i = 1, 2,3,4,5 were the 

independent variables: x1 = internal communication quality, x2 = internal communication 

accessibility, x3 = effective use of internal communication in the organization culture, x4 = 

effective use of internal communication in HRM, and x5 = external communication affecting 

strategic plan implementation. This model was formulated in order to test the hypotheses of 

the study. 

Assumptions for Multiple Linear Regression Model  

For the regression analysis to be valid and make use of inferences for the target population, it 

should pass the diagnostic test of the assumptions. The following are assumptions of a 

multiple linear regression model. 

1. Linearity Assumption: Linearity in the parameters 

The mean of the response variable is a linear combination of the parameters. If the 

relationship between the response variable and the parameters is not linear, the 

prediction of the dependent variable is likely to be seriously in error (Chatterjee & 

Hadi, 2012). 
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2. Normality Assumption: normal distribution of errors 

The errors should follow a normal distribution with mean 0 and variance 

,  for any given value or combination of values, on the predictor 

variables.  

3. Homogeneity of Variance Assumption: Homoscedasticity (equal variance) of 

errors 

Different response variable have the same variance in their errors, regardless of the 

values of the predictor variables.  

4. Multicollinearity: the presence of correlations between the predictors is termed 

collinearity (for a relationship between two predictor variables) or multicollinearity 

(for relationship between more than two predictors). In severe cases (such as a perfect 

correlation between two or more predictors), multicollinearity can mean that no 

unique least squares solution to a regression analysis can be computed.  

As stated in Brooks (2008); these assumptions were tested before running the actual study‘s 

analysis, interpretations and discussions. The diagnostic test results are presented and 

interpreted in the next chapter. 

3.10.4. Qualitative Data Analysis 

The data gathered through interview from the selected ethio-telecom service centers were 

summarized accordingly and described qualitatively in the interpretation of the data. The 

content of the collected qualitative data was analyzed using inductive approach. Using this 

method, the researcher was able to organize the data, break them into manageable units, and 

then supplemented them for quantitative data analysis result and discussion. 

3.11. Ethical Considerations 

Research ethics is referred to as a system of moral values that is concerned with the degree to 

which research procedures adhere to professional, legal and sociological obligations to the 

study participants (Polit & Beck, 2004). Creswell (2012) asserts that data collection ought to 

be morally neutral and considerate of people and places. Obtaining permission before starting 

to collect data is not only a part of the informed consent process but it is also an ethical 
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practice. Ethics in a research consists of informed consent, anonymity and confidentiality, 

and plagiarism. All these issues should be taken in to account while conducting a research.  

Consent: - is a process by which a study participant express his / her willingness to  

participate in particular study after having been informed of  all aspects of the study that are 

relevant to the study participants decision to participate. Moreover, it is also a permission to 

do something, especially given by somebody or authority. In this regard, beginning from the 

task of topic selection up to the end of the study, it had confirmation from the Department of 

Management, Wolkite College of Business and Economics, School of Graduate Studies 

Wolkite University. Therefore, in this study, all information collected from the participants 

was based on the free will of those individuals and the researcher was full of confidential on 

those issues. 

Anonymity and Confidentiality – the researcher need to know which type of information 

can or cannot be shared with third party with or without the study participants. Therefore, 

any types of information that have been obtained from the participants were kept 

confidentially and the researcher did not use the participants name directly. 

Plagiarism – involves using someone else‘s ideas or writings and passing them off as one‘s 

own. While preparing the report of the study, the researcher has taken into account an ethical 

and legal responsibility to give credit to other for their ideas by providing appropriate 

reference citations.   

In general, data collection to adhere the ethical research standards the entire concerned 

individual at all level included in the study were informed of the purpose of the study. 
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CHAPTER 4 

RESULTS AND DISCUSSION 

This part of the study deals with the results and discussions of the data gathered from 

sampled employees from ten ethio-telecom centers South-south west region in accordance 

with the objectives of the study. Results and analysis were made by making use of the data 

gathered by the questionnaires. 362 questionnaires were distributed, but only 347 were 

retrieved successfully with 95.8% response rate. 

Therefore, based on the responses obtained from the respondents‘ descriptive statistics 

analysis; Pearson correlation coefficient and multiple linear regression analysis results are 

presented, interpreted and discussed accordingly. 

4.1. Demographic Characteristics of the Respondents 

As it has been mentioned earlier in sections 3.4 and 3.5, the respondents were employees 

from the ten ethio-telecom centers in SSWR. The results of those respondents‘ demographic 

characteristics are presented and discussed below. 

Table 4.3: Sex, age, educational qualification, and work experience of the respondents 

No Variables Category Frequency Percentage 

1 Sex Male 216 62.2 

Female 131 37.8 

2. Age category 23 – 30 102 29.4 

31 – 40 179 51.6 

41 – 50 46 13.2 

51 – 60 20 5.8 

3. Educational 

qualification 

Diploma 58 16.7 

Bachelor Degree 241 69.5 

Master Degree 48 13.8 

4. Years of 

experience in 

ethio-telecom 

Below 5 years 81 23.3 

5 – 10 years 108 31.1 

11 – 15 years 93 26.8 

16 – 20 years 47 13.6 

Above 20 years 18 5.2 

Source: Own survey data, 2024 
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The survey data analysis results displayed in Table 4.3 above, majority of the respondents 

216(62.2%) were male whereas only 131 (37.8%) were female. This data indicates that most 

of the ethio-telecom service centers are dominated by male employees this may lead to the 

effect of the implementation of strategic plan in females relative to their counterpart. It also 

suggested the need to hire more female employees to balance the number of female and male 

employees in the years to come.  

With regard to the age category, more than half of the respondents 179(51.6%) were in the 

age category of 31 – 40 followed by 102(29.4%) who were in the age category of 23 - 30 and 

the remaining respondents 46 (13.2%) were in the age group of 41 – 50 and 20 (5.8%) were 

in the age group of 51 - 60. From this survey data since most of the respondents 245 (70.6%) 

were at least 31 years old, it can be said that they have experience and encountered with the 

strategic plan implementation of the ethio-telecom many times as the result they could 

respond the items in the questionnaire efficiently.  

As to the educational qualification, more than two – third of the respondents 241 (69.5%) 

were Bachelor degree holders followed by 58 (16.7%) diploma holders and only 48 (13.8%) 

were Master degree holders.  

Finally, in respect of work experience in ethio-telecom, one–third of the respondents 108 

(31.1%) have 5 – 10 years experience in the ethio-telecom followed by 93 (26.8%) who have 

11 – 15 years experience; 81 (23.3%) have below 5 years experience; 47 (13.6%) have 16 – 

20 years work experiences and only 18 (5.2%) have more than 20 years experiences.  

In general, from the above survey data result, it can be said that majority of the respondents 

were expected to have awareness on the organization communication strategies and strategic 

plan implementation in ethio-telecom overall activities.  

4.2. Descriptive Statistics on the Status of Organizational Communication 

In this section the data collected through the questionnaire was analyzed by using descriptive 

statistics such as mean and standard deviation to describe respondents‘ responses on the 

items of internal communication such as: quality, accessibility, effective use of internal 
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communication on organization culture and HRM and external communications based on the 

following interpretation. 

Interpretation of mean and standard deviation: The interpretation of the mean and grand 

mean of the items or statements in the five independent variables were carried out based on 

the 1 – 5 point Likert scales 1 = Strongly Disagree; 2 = Disagree; 3 = Undecided; 4 = Agree; 

5 = Strongly Agree. The mean indicates that to what level of agreement the responses of all 

respondents were approached. As adapted from Dane (2007) and Abanis et al. (2013), the 

mean score values which is less than or equal to 1.49 interpreted as strongly disagreed to the 

stated item; mean scores values from 1.50 to 2.60 interpreted as disagreed to the stated item; 

mean scores values ranges from 2.61 to 3.60 as agreed moderately to the stated item; mean 

scores values ranges from 3.61 to 4.60 as agreed to the stated item; and mean scores values 

greater or equal to 4.61 interpreted as strongly agreed to the stated item.  

Regards to standard deviation, it measures variation of responses, for a given item, with 

respect to the mean of that item. It shows us the extent of each response deviation from the 

mean for that particular item. Statistically, the smaller the standard deviation, the smaller the 

variation of individuals‘ response from the mean of the whole responses will be.  

4.2.1. Internal Communication 

An effective internal communication strategy is essential for keeping employees informed 

and engaged within an organization. By implementing a systematic approach, organizations 

can ensure that all team members receive consistent information simultaneously, while also 

creating avenues for feedback and questions. Moreover, a well-developed internal 

communication strategy facilitates employees' understanding of organizational changes and 

their relevance to their positions. 

A survey conducted by Manzano (2024) indicated that 21% of internal communicators do not 

utilize formal planning techniques, highlighting the competitive advantages that arise from 

establishing a clear communication strategy. This section presents the analyses of the 

responses of selected employees regarding various aspects of internal communication 

strategies, including the quality and accessibility of communication, its effective integration 
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into the organizational culture, and its significance in human resource management, 

particularly concerning the execution of strategic plans. 

4.2.1.1. Internal Communication Quality 

Table 4.4: Respondents view on Internal Communication Quality 

No Statement M SD 

1 The organization ensures clear, accurate, and timely communication 

with all employees during the strategic plan implementation. 

3.59 .709 

2 The amount of information being communicated is appropriate and 

credible for the strategic plan implementation. 

3.61 .677 

3 The organization uses different communication channels-

communication mediums, messages and perceptions for the strategic 

plan implementation. 

3.53 .878 

4 The modes, speed of feedback in communication and flexibility of 

communication facilitate the effectiveness of the implementation of 

the strategic plan. 

3.54 .894 

5 The organization communication channels support collaboration 

among employees and matches with employees‘ preferences and 

needs. 

3.58 .787 

6 Often there are no messages or updates that are difficult to 

understand about the strategic plan implementation. 

3.55 .771 

Grand Mean 3.57 .272 

Source: Own survey data, 2024 

 

From Table 4.4 shown above, in the six statements of internal communication quality in the 

ethio-telecom service centers in relation to strategic plan implementation, it was intended to 

ask respondents to rate their agreements. According to the survey data analysis the following 

mean scores and standard deviations were found. Among the six statements, only ―The 

amount of information being communicated is appropriate and credible for the strategic plan 

implementation.‖ was agreed by majority of the respondents to those statements with mean 

score and standard deviation of (M = 3.61; SD = .677) which is in the range of 3.61 – 4.60. 

This implies that in majority of the selected ethio-telecom service centers the amount of 

information to some extent was communicated appropriately and credibly for the strategic 

plan implementation. 

The remaining five statements of internal communication quality were responded with 

moderately disagree as confirmed by mean scores ranges from 3.53 to 3.59 which are in the 

range 2.61 – 3.60 with standard deviations ranges from .709 to .894 indicating majority of 
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the respondents replied for those items with small variation with respect to their respective 

mean of the whole responses. This implies that the organization uses different 

communication channels-communication mediums, messages and perceptions for the 

strategic plan implementation moderately as confirmed by the responses of majority of the 

respondents who claimed moderately agreed with mean score and standard deviation (M = 

3.53; SD = .878); besides, speed of feedback in communication and flexibility of 

communication facilitate the effectiveness of the implementation of the strategic plan 

moderately, since the mean score of the responses was 3.54 with standard deviation of .894. 

Moreover, sometimes there were messages or updates that were difficult to understand about 

the strategic plan implementation as confirmed by majority of respondents responses mean 

score and standard deviation (M = 3.55; SD = .771). On the other hand, the survey data 

analysis result also revealed, the organization communication channels supported 

collaboration among employees and matches with employees‘ preferences and needs 

moderately, because majority of the employees claimed moderate agreement with mean score 

and standard deviation (M = 3.58; SD = .787). Furthermore, the organization did not ensure 

clear, accurate, and timely communication with all employees during the strategic plan 

implementation effectively, as confirmed by the responses mean score and standard deviation 

(M = 3.59; SD = .709). 

In general, the overall items grand mean score and standard deviation was (M = 3.57; SD = 

.272) indicates agreed moderately to most of the stated items and implies moderate 

practice/implementation of most of the stated items while implementing the strategic plan in 

most of the selected ethio-telecom service centers.  

4.2.1.2. Internal communication accessibility  

Table 4.5: Respondents view on Internal Communication Accessibility 

No Statement M SD 

1 I usually receive updates from management about the strategic plan 

implementation.  

3.66 .685 

2 Information is easily accessible when I need it. 3.67 .682 

3 Different information communication technologies are used to 

enhance communication within the organization. 

3.69 .622 

4 The current communication methods used by the organization meet 

your needs and expectations. 

3.73 .788 
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5 There are some topics discussed through digital channels rather than 

in-person meetings to facilitate the strategic plan implementation. 

3.61 .715 

6 All employees are given an equal opportunity to contribute their ideas 

or opinions. 

3.70 .681 

7 The organization ensures efficient flow of information for strategic 

plan implementation. 

3.71 .697 

8 The organization makes use of emails and memos in communication 

during the strategic plan implementation. 

3.72 .580 

Grand Mean 3.68 .221 

Source: Own survey data, 2024 

From Table 4.5 shown above, in the eight statements of internal communication accessibility, 

the respondents were asked to rate their agreements or disagreement. According to the survey 

data analysis majority of the respondents responded with agreed as confirmed by the mean 

scores ranges from 3.61 to 3.73 which are in 3.61 – 4.60 with standard deviations ranges 

from .580 to .788 indicating majority of the respondents replied for those items with small 

variation with their respective mean of the whole responses.  

This implies that to some extent some topics were discussed through digital channels rather 

than in-person meetings to facilitate the strategic plan implementation in majority of the 

selected service centers found in SSWR as confirmed by the responses of majority of the 

respondents with mean score and standard deviation of (M = 3.61; SD = .715). However, 

employees usually received updates from management about the strategic plan 

implementation appropriately, since the responses mean score and standard deviation is (M = 

3.66; SD = .685). Besides, information also easily accessible when majority of the employees 

were in need of it as confirmed by the mean score and standard deviation of (M = 3.67; SD = 

.682). On the other hand, regards to technology usage, similarly, majority of the respondents 

also agreed that different information communication technologies were utilized to enhance 

communication within the organization, since the mean score of the responses was 3.69 with 

standard deviation of .622; equal opportunity also given for every employees to contribute 

their ideas and opinions for the strategic plan implementation of ethio-telecom in majority of 

the selected service centers found in SSWR as confirmed by the responses of majority of the 

respondents with mean score and standard deviation of (M = 3.70; SD = .681); moreover, in 

respect of efficient flow of information, majority of the participant employees responded 

with mean and standard deviation of (M = 3.71; SD = .697) indicating their agreement. This 

implies that efficient flow of information was carried out for strategic plan implementation 
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properly. Furthermore, the survey data analysis result also revealed, majority of the 

respondents were agreed to the statements: ‗The organization makes use of emails and 

memos in communication during the strategic plan implementation.‘; ‗The current 

communication methods used by the organization meet your needs and expectations.‘ since 

their responses mean scores with standard deviations were (M = 3.72; SD = .580); (M = 3.73; 

SD = .788) respectively. This result implies that high implementation of the stated items in 

majority of the selected ethio-telecom service centers.  

In general, the overall items grand mean score and standard deviation was (M = 3.68; SD = 

.221) indicates majority of the respondents in the fourteen ethio-telecom service centers 

agreed to the stated items of internal communication accessibility. Therefore, from the 

overall respondents‘ result it can be said that when the organization communication strategy 

is effectively communicated and accessed, employees can align their actions and decisions 

accordingly. They also indicated that communication fosters employee engagement by 

involving them in the strategy implementation process. According to Otieno (2023), regular 

updates, feedback channels, and open discussions create a sense of ownership and 

commitment among employees, motivating them to contribute to the strategy's success. 

Moreover, the strategic plan implementation often involves changes in processes, structures, 

and roles. Internal communication accessibility plays a vital role in managing these changes 

by explaining the reasons behind them, addressing concerns, and providing support for the 

strategic plan implementation.  

As to conference of few topics through mathematical channels alternatively in-person intersections to 

speed the thought out strategy implementation, it is not by means of the verdict of Abdulwahab(2019) 

the one assessed on productive ideas in the organizations for progress, acting and ambition found out 

the influence of within communication was seen as very main to an organization‘s success, what the 

use of favorite ideas mediums was definitely bury-related to direct ideas. These chosen 

communication atmospheres labeled in the findings were electronic mail, opposite ideas, and regular 

conferences. On the other hand, the judgment disclosed high practice of emails and notes in ideas 

during the thought out strategy exercise by most of the selected ethio-telecom centers, that is in 

contrast accompanying Mapetere and Manhiwa (2021) who discovered ideas radio including emails, 

notes, contact, notice boards, confronting oral performances and reports redistributed in conveying 

planning connected matters are mainly found expected useless. The study, further, revealed that 
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friendly news programs like Face book and Twitter can be second hand as an main form to mobilize 

groups to take few operation. But, the finding of the study is in accordance with Shami, Toor and 

Ashfaq (2020) the one referred Face book and Twitter can be secondhand as main tools to prepare 

groups to take few operation. The study also established that organizations used different 

communication channels during strategy implementation.  

4.2.1.3. Effective use of Internal Communication in the organization culture 

 Table 4.6: Respondents view on Effective use of Internal Communication in the 

organization culture 

No Statement M SD 

1 Internal communication reflects employees‘ values and strong 

organization culture. 

3.73 .824 

2 Employees are able to engage with one another in meaningful way 

through internal communication. 

3.35 .807 

3 Internal communication function is oriented with the organization‘s 

strategic plan implementation. 

3.46 .860 

4 Employee‘s voice is heard and taken into consideration when 

decisions are made. 

3.49 .791 

5 Verbal, non – verbal and written communications are used in engaging 

the staff in the strategic plan implementation. 

3.61 .924 

6 Information sharing and transparency is a major component of the 

strategic plan implementation. 

3.50 .844 

7 In the organization, a two-way communication, ensure the flow of 

information enriches and empowers the strategic plan implementation. 

3.54 .840 

Grand Mean 3.52 .284 

Source: Own survey data, 2024 

From Table 4.6 shown above, in the seven statements of effective use of internal 

communication in the organization culture, it was intended to ask respondents to rate their 

agreements or disagreements. According to the survey data analysis and among the stated 

statements, only ―Internal communication reflects employees‘ values and strong organization 

culture.‖ and ―Verbal, non – verbal and written communications are used in engaging the 

staff in the strategic plan implementation.‖ were agreed by majority of the respondents to 

these statements with mean scores and standard deviations of (M = 3.73; SD = .824) and (M 

= 3.61; SD = .924) respectively which are in the range of 3.61 – 4.60. These imply that the in 

the majority of the selected ethio-telecom centers the indicated items were implemented 

highly.  
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Regards to the remaining five statements in decreasing order of their agreements, the 

responses of the respondents mean scores and the standard deviations on ―In the 

organization, a two-way communication, ensure the flow of information enriches and 

empowers the strategic plan implementation.‖; ―Information sharing and transparency is a 

major component of the strategic plan implementation.‖; ―Employee‘s voice is heard and 

taken into consideration when decisions are made.‖; ―Internal communication function is 

oriented with the organization‘s strategic plan implementation‖, and ―Employees are able to 

engage with one another in meaningful way through internal communication.‖ were (M = 

3.54; SD = .840); (M = 3.50; SD = .844); (M = 3.49; SD = .791); (M = 3.46; SD = .860) and 

(M = 3.35; SD = .807) respectively indicating moderate agreement towards these items. 

Therefore, these results imply moderate implementation of those items in the majority of the 

selected ethio-telecom service centers.  

In general, the overall items grand mean score and standard deviation was (M = 3.52; SD = 

.284) indicates majority of the respondents were agreed moderately to the majority of the 

stated seven items of effective use of internal communication strategies in the organization 

culture in the ten selected ethio-telecom service centers in the study area.  

Regards to engagement of employees with one another in meaningful way through internal 

communication, the finding of this study is not supported by Muhaba‘s (2022) whose finding 

demonstrated that employee communication played a beneficial and statistically significant 

impact in implementing strategy and information about the implementation of a strategy that 

was frequently sent through the vertical (Upward and Downward) communication flow. 

Moreover, in case of verbal, non – verbal and written communications usage, communication 

was supported by promoting and developing formal external communication means - verbal, 

non-verbal, and technology-based that strengthens vertical communication. However, it is 

concurred with Ngunju and Kihara (2022) findings who pointed out that communication 

ensures effective employee engagement during strategy implementation. Moreover, it is also 

supported by the finding of Ayusa (2016) who investigated communication and strategy 

implementation in telecommunication firms in Kenya and established that verbal 

communication, non-verbal communication and written communication were the main forms 

of communication in use.  
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As to ensuring the flow of information by a two-way communication to enrich and empower 

strategic plan implementation, the finding of this study is supported by Blazenaite (2011) 

who found out that the flow of strategic information through internal communication elicits 

vertical communication feedback, facilitates effective managerial communication while 

implementing the strategic plan.  

4.2.1.4. Effective use of Internal Communication in HRM 

Table 4.7: Respondents view on Effective use of Internal Communication in HRM 

No Statement M SD 

1 The organization ensures that employees have access 

to the information they need efficiently.  

3.51 .727 

2 HR is adequately supporting internal communications 

initiatives for the implementation of the strategic plan. 

3.57 .665 

3 There is a system in place for receiving and responding to 

employee feedback on internal communications 

3.50 .942 

4 HR is using internal communications data or feedback 

effectively. 

3.56 .836 

5 There are opportunities to improve the way that HR 

communicates with employees. 

3.53 .929 

6 The organization created and used motivational visuals that 

summarize key points of the strategic plan implementation. 
3.54 .880 

Grand Mean 3.54 .286 

Source: Own survey data, 2024 

As it is depicted in Table 4.7, the perception of the employees towards effective use of 

internal communication on HRM were assessed by six items, the employees were asked to 

rate their agreement or disagreement and the following mean and standard deviation scores 

were found. The mean and standard deviation of the responses of the respondents on ―HR is 

adequately supporting internal communications initiatives for the implementation of the strategic 

plan.‖ was (M = 3.57; SD = .665) which is the highest mean indicating moderate agreement 

by majority of the respondents and implying its moderate implementation in majority of the 

selected ethio-telecom service centers, similarly the responses for ―There is a system in place 

for receiving and responding to employee feedback on internal communications.‖ has mean 

and standard deviation of (M = 3.50; SD = .942) which is the smallest mean indicating 

moderately agreed and implying moderate implementation by the selected ethio-telecom 

centers.  
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Regards to the other statements in decreasing order of their agreements, the four items, ―HR 

is using internal communications data or feedback effectively.‖; ―The organization created 

and used motivational visuals that summarize key points of the strategic plan 

implementation.‖; ―There are opportunities to improve the way that HR communicates with 

employees.‖; ―The organization ensures that employees have access to the 

information they need efficiently.‖  According to the responses of the respondents their 

mean score with the standard deviations were (M = 3.56; SD = .836); (M = 3.54; SD = .880); 

(M = 3.53; SD = .929); and (M = 3.51; SD = .727) respectively indicating moderate 

agreement towards those items and implies their moderate implementation by the majority of 

the selected ethio-telecom HRM departments in the study area.  

In general, for the above six items the grand mean score and standard deviation was (M = 

3.54; SD = .286) which is in the range of 2.61 – 3.60 indicating moderate agreement of the 

majority of the respondents and implying that in the majority of the selected ethio-telecom 

service centers; adequate support of internal communications initiatives by HR for the 

implementation of the strategic plan, employees have access to the information they 

need efficiently, effective use of internal communications by HR, and creation and usage of 

motivational visuals that summarize key points of the strategic plan implementation were 

implemented moderately in the majority of the study area ethio-telecom centers.  

4.2.2. External Communication 

External organizational communication serves a dual purpose within a business context. 

Firstly, it acts as a means, through which an organization cultivates a favorable image, 

promotes its activities and products, fulfills client orders, and facilitates the exchange of 

information with partners. It also allows the organization to position itself relative to 

competitors, interact with customers and suppliers, report results to stakeholders, and engage 

with legal and governmental entities. Secondly, feedback from external representatives 

reflects the organization‘s operations and plays a crucial role in assessing the quality of its 

products or services (Blazenaite, 2011). In this section, the selected employees‘ responses on 

the items of external communication strategy in relation to strategic plan implementation is 

presented and discussed accordingly. 
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Table 4.8: Respondents view on External Communication 

No Item M SD 

1. The organization promote the three years strategy as a key part of the 

organization‘s overall marketing strategy 

3.67 .685 

2. Develop promotional graphics that highlight the core tenets of the 

organization‘s strategy. 

3.72 .631 

3. The organization share updates to the strategic plan implementation 

via press releases, blog posts and other key channels. 

3.69 .763 

4. The organization promotes strategic plan implementation updates on 

Social media platforms like Face book and official web-site. 

3.65 .719 

5. The organization responds to customer comments with information 

that furthers the public‘s knowledge of ethio-telecom three years 

strategic plan. 

3.56 .625 

6. The organization designed all marketing communications to 

implement a style and voice in line with the organization‘s strategic 

plan. 

3.66 .677 

Grand Mean 3.66 .231 

Source: Own survey data, 2024 

As depicted in Table 4.8 the six statements of external communication strategies of ethio-

telecom in relation to strategic plan implementation were aimed at assessing respondents to 

rate their agreements or disagreements. According to the survey data analysis the following 

mean scores and standard deviations were found. Among the stated statements, only ―The 

organization responds to customer comments with information that furthers the public‘s 

knowledge of ethio-telecom three years strategic plan.‖ was agreed moderately by majority 

of the respondents to the stated item with mean score value and standard deviation of (M = 

3.56; SD = .625) which is in the range of 2.61 – 3.60. This result implies moderate practice 

of the stated item in the majority of the ten ethio-telecom service centers in the study area.   

Regards to the remaining five statements in decreasing order of their agreements, the 

responses of the respondents mean scores and the standard deviations on ―Develop 

promotional graphics that highlight the core tenets of the organization‘s strategy.‖; ―The 

organization share updates to the strategic plan implementation via press releases, blog posts 

and other key channels.‖; ―The organization promote the three years strategy as a key part of 

the organization‘s overall marketing strategy‖; ―The organization designed all marketing 

communications to implement a style and voice in line with the organization‘s strategic 

plan.‖; and ―The organization promotes strategic plan implementation updates on Social 
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media platforms like Face book and official web-site.‖ were (M = 3.72; SD = .631); (M = 

3.69; SD = .763); (M = 3.67; SD = .685); (M = 3.66; SD = .677) and (M = 3.65; SD = .719) 

respectively indicating moderate agreement towards these items. Therefore, these results 

imply moderate implementation of those items in the majority of the selected ethio-telecom 

service centers in the study area.  

In general, the overall items grand mean score and standard deviation was (M = 3.66; SD = 

.231) indicates agreed highly to the most of the stated six items of external communication 

strategies by majority of the respondents in the ten selected ethio-telecom service centers.  

In respect to promotion of the strategic plan implementation updates on Social media 

platforms like Face book and official web-site, the verdict concerning this study is supported 

by Ayusa (2016) the one examined ideas and strategy exercise in telecommunication firms in 

Kenya and discovered that the telecommunication firms used various channels of ideas to 

transport or send information at the institution to excellent extent. These channels contain, 

confronting, photoelectric, mobile, broadcast radio and composed channels of ideas. The 

researcher further learned that confronting communication and composed ideas were ultimate 

preferred channels, confronting was more common because it allows interplays therefore 

improving the process of design exercise as it admits ambiguity expected purified and me is 

in a position to determine if the hearing taken and assumed the intended idea. 

4.3. Status of Strategic Plan Implementation 

Similar to the above section, in this section the data collected for strategic plan 

implementation through the questionnaire was analyzed by using descriptive statistics such 

as mean and standard deviation based on the following interpretation. 

Interpretation of Mean and Standard Deviation: Mean score values ranging from 1.00 to 

1.80 interpreted as strongly disagreed to the stated item and imply very low implementation; 

mean scores values from 1.81 to 2.60 interpreted as disagreed to the stated item and imply 

low implementation; mean score values ranges from 2.61 to 3.60 as agreed moderately to the 

stated item and imply moderate implementation; mean score values ranges from 3.61 to 4.60 

as agreed to the stated item and imply high implementation; and mean scores values greater 



72 
 

or equal to 4.61 interpreted as strongly agreed to the stated item and imply very high 

implementation.  

Table 4.9: Respondents view on the status of Strategic Plan Implementation 

No Item M SD 

1. The strategic plan implementation has been effectively 

communicated. 

3.61 .881 

2. The strategic plan implementations are always completed within 

the specified time.  

3.59 .713 

3. Some strategic plan implementations take more time than 

required.  

3.57 .777 

4. The strategic plan implementations are completed within the 

specified budget.  

3.62 .705 

5. Implementation of some strategic plan leads to cost overrun  3.60 .724 

6. The strategic plan implementations achieve the intended 

objectives in line with the three years lead growth strategy.  

3.54 .829 

7. The strategic plan implementation always achieve its targets  3.56 .728 

8. The organization provided training programs that emphasize 

actionable ways before implementing the strategic plan. 

3.51 .780 

9. The organization implements the strategic plan appropriately. 3.55 .783 

Grand Mean 3.57 .202 

Source: Own survey data, 2024 

From Table 4.9 shown above, in the nine statements of strategic plan implementation in the 

ethio-telecom service centers, it was intended to ask respondents to rate their agreements. 

According to the survey data analysis the following mean scores and standard deviations 

were found. Among the eight statements, only ―The strategic plan implementations are 

always completed within the specified time.‖ And ―The strategic plan implementation has 

been effectively communicated.‖ were agreed by majority of the respondents to these 

statements with mean scores and standard deviations of (M = 3.62; SD = .738) and (M = 

3.61; SD = .881) which are in the range of 3.61 – 4.60. This implies that in majority of the 

selected ethio-telecom service centers the strategic plan implementation was completed 

within the specified time and also the strategic plan implementation has been effectively 

communicated.  

The remaining seven statements of strategic plan implementation were responded with 

moderately agree as confirmed by their mean scores ranges from 3.51 to 3.60 which are in 

the range 2.61 – 3.60 with standard deviations ranges from .705 to .881 indicating majority 

of the respondents replied for those items with small variation with respect to their respective 
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mean of the whole responses. This implies that The organization provided training programs 

that emphasize actionable ways before implementing the strategic plan moderately with 

mean score and standard deviation of (M = 3.51; SD = .780); on the other hand, the 

achievement of the intended objectives in line with the three years lead growth strategy (2022 

– 2024), since the mean score of the responses was 3.54 with standard deviation of .829.  

Moreover, the appropriateness of the organization in implementing the strategic plan was 

moderate as confirmed by majority of respondents responses mean score and standard 

deviation (M = 3.55; SD = .783). Besides, strategic plan implementation always achieved its 

targets moderately with mean score 3.56 and standard deviation .728. Furthermore, the 

survey data analysis result also revealed, some strategic plan implementations take more time 

than required and leads to cost overrun with mean scores and standard deviations of  (M = 

3.57; SD = .777) and (M = 3.60; SD = .724) respectively. As the result, The strategic plan 

implementations are always completed within the specified time with mean scores and 

standard deviations of (M = 3.59; SD = .713). 

In general, the overall items grand mean score and standard deviation was (M = 3.57; SD = 

.202) indicates agreed moderately to most of the stated items and implies moderate 

practice/implementation of most of the stated items in most of the selected ethio-telecom 

service centers in the study area.  

4.4. Relationship between Organization Communication and Strategic Plan 

Implementation 

In this section, as aforementioned earlier, one of the objectives of the study was to investigate 

the extent of the relationship between the five organization communication strategies and 

strategic plan implementation in the selected ethio-telecom service centers found in Central 

Ethiopia Region. To carry out this, Pearson correlation coefficient analysis was utilized. The 

analysis results are presented and discussed accordingly. 

Table 4.10: Pearson Correlation Coefficient Analysis 

Correlations 

 STP INCOMQ INCOMA EUINCOC EUINCHRM EXCOM 

STP Pearson Corr. 1      

Sig. (2-tailed)       
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INCOMQ Pearson Corr. .716
**

 1     

Sig. (2-tailed) .000      

INCOMA Pearson Corr. .741
**

 .554
**

 1    

Sig. (2-tailed) .000 .000     

EUINCOC Pearson Corr. .692
**

 .580
**

 .539
**

 1   

Sig. (2-tailed) .000 .000 .000    

EUINCHRM Pearson Corr. .705
**

 .606
**

 .538
**

 .574
**

 1  

Sig. (2-tailed) .000 .000 .000 .000   

EXCOM Pearson Corr. .730
**

 .526
**

 .646
**

 .542
**

 .535
**

 1 

Sig. (2-tailed) .000 .000 .000 .000 .000  

N 347 347 347 347 347 347 

**. Correlation is significant at the 0.01 level (2-tailed). 

Source: Own construct from SPSS output, 2024 

As depicted in Table 4.10, the results of the correlation matrix analysis indicated significant 

and positive relationship between the five independent variables and the dependent variable, 

because the sig. p – value of each is less than .01, level of precision and the Pearson 

correlation coefficient of each is positive. As to the extent of the strength of their 

relationship, the Pearson correlation coefficient between internal communication quality 

(INCOMQ), internal communication accessibility (INCOMA), effective use of internal 

communication in organization culture (EUINCOR), effective use of internal communication 

in HRM (EUINCHRM) and external communication (EXCOM) with strategic plan 

implementation (SPI) are (r(INCOMQ) = .716**), (r(INCOMA) = .741**), (r(EUINCOR) = 

.692**), (r(EUINCHRM) = .705**) and (r(EXCOM) = .730**) respectively indicates  very 

high correlation. Therefore, from these results it can be inferred that internal communication 

and eternal communication are significantly and positively related with the strategic plan 

implementation in most of the selected ethio-telecom centers in the SSWR. Therefore, from 

this result it can be recognized that the existence of significant and direct association of the 

five types of communications with the strategic plan implementation in most of the selected 

ethio-telecom service centers found in SSWR. In this regard, the judgment concerning this 

study is supported by Abdulwahab (2019) the one transported welcome study on assessing 

productive ideas in the arranging‘s for success, depiction and inspiration and registered that 

the effectiveness of within ideas is perceived as very main to an organization‘s fame, and the 

use of preferred ideas means is definitely interrelated to persuasive ideas 
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4.5. Effect of Organization Communication on Strategic Plan Implementation  

Before testing the extent of the effect of internal and external communication strategies on 

the strategic plan implementation using multiple regression model analysis, the diagnostic 

test was carried out and presented below. 

4.5.1. Diagnostic Test: Evaluation of Regression Model Assumptions 

Since significant assumption violations can lead to biased estimates of relationships, over or 

under confident estimates of the precision of regression coefficients (i.e., biased standard 

errors), unreliable confidence intervals, and significance tests, testing assumptions is crucial 

for researchers using multiple linear regression models (Chatterjee & Hadi, 2012). In other 

words, the inference process will be untrustworthy. Therefore, since carefully considering the 

reasonableness of the assumptions of multiple regression in the context of a particular data 

set and analysis is an important prerequisite to the drawing of trustworthy conclusions from 

sample data, the assumptions were checked before running the regression analysis using 

SPSS version 26 software. Using the SPSS outputs, the diagnostic test for the entire 

regression model, the assessment of the multiple linear regression model's assumptions, and 

the model fitness test analyses are shown and described. 

Linearity Assumption Test: Linearity in the parameter 

The model that relates the response variable – Strategic plan implementation to the 

predictors: internal communication quality, internal communication accessibility, effective 

use of internal communication in the organization culture, effective use of internal 

communication in HRM, and external communication affecting strategic plan 

implementation are assumed to be linear in the parameter (Chatterjee & Hadi, 2012). This 

means that the response variable is assumed to be a linear function of the regression 

coefficients ( , but not necessarily a linear function of the predictor variables 

x1, x2, x3, x4, x5. 

To detect the linearity assumption in multiple linear regression model, there are different 

methods, for instance, correlation matrix, where significant correlation indicates the linearity 

between the response variable and the predictor variables; scatter plot, where straight line 

pattern of the plots shows linearity. Therefore, in this study the researcher has chosen the first 
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test. In this method one has to identify the significant relationship between each of the five 

independent variables: internal communication quality (INCOMQ), internal communication 

accessibility (INCOMA), effective use of internal communication in organization culture 

(EUINCOR), effective use of internal communication in HRM (EUINCHRM) and external 

communication (EXCOM) and strategic plan implementation (SPI) which has been already 

displayed in Table 4.10. Hence, the results of the analysis show the true relationship 

(Williams et al., 2013).  

Normality assumption Test: The errors should follow a normal distribution with mean 0 

and variance ,  for any given value or combination of values, on the predictor 

variables.  

There are several methods of assessing whether data are normally distributed or not. They 

fall in to two categories: statistical and graphical. In this study, to test the normality 

assumption regression standard residual histogram was implemented, because it is easily 

accessible in the SPSS analysis. The test and its interpretation are presented in Figure 4.2 

below. 

Figure 4.2: Regression Standard Residual Histogram 

 
 

Source: SPSS output, 2024 

The result of the analysis in Figure 4.2 shows the standard residuals (errors) are normally 

distributed as it has been described in (Williams et al., 2013). 

 



77 
 

Homoscedasticity (equal variance) of errors assumption Test 

For every value of the independent variable (X), the distribution of the dependent variables 

(Scores) must have approximately equal variability. When using a linear regression model 

for inference, it is generally assumed that the errors are distributed equally for all predictor 

variables (This is known as ‗homoscedasticity‘. Coefficient estimators and predictions are 

known to be reasonably robust to departures from this assumption but inference (e.g. 

confidence intervals) less so. If homoscedasticity is satisfied, then a scatter plot of the 

residuals versus the fitted values should not indicate any pattern. To test this assumption 

regression standardized residuals and regression standardized predicted value plots were 

used, because, they detect model lack of fitness and unequal variances. As indicated in Kieth 

(2019: p.215), any trends or patterns in the plots indicates lack of fitness and unequal 

variances which lead to a potential problem in the model. The scatter plot for strategic plan 

implementation is given below in Figure 4.3. 

Figure4.3: Scatter plot for homogeneity of variance for SPI 

 

 
Source: SPSS output, 2024 

As can be seen from the above scatter plot, Figure 4.3, even though some plots are dispersed 

from the central parts, many plots are concentrated towards the central part, and they do not 

form a certain pattern. This dispersion can show the homogeneity of the variances. Meaning, 

nearly it satisfied the equal variance assumption.  
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Non - Multicollinearity Assumption Test 

Multicollinearity: it is the problem of high correlation between or among two or more 

independent variables. Multicollinearity is a problem because the presence of 

multicollinearity can cause distortions in the standard error and may lead to problems with 

significance testing of individual coefficients. Multicolinearity occurs when several 

independent variables correlate at high levels with one another, or when one independent 

variable is nearly the linear combinations of the other independent variables (Hair et al., 

2019). If there is multicollinearity, we are more likely to conclude a variable is not important. 

Therefore, the independent variables should not be very strongly correlated which is called 

non – multicolinearity assumption. However, multicollinearity is likely present to some 

degree in most economic models. Perfect multicollinearity would prohibit us from estimating 

the regression parameters (plot, 2011). 

Table 4.11: Non – Multicollinearity test of the Independent Variables 

No Independent Variables Tolerance VIF 

1 Internal communication quality (INCOMQ) .512 1.954 

2 Internal communication accessibility(INCOMA) .492 2.032 

3 Effective use of internal communication in organization culture 

(EUINCOR) 
.534 1.872 

4 Effective use of internal communication in HRM (EUINCHRM) .519 1.926 

5 External communication (EXCOM) .503 1.988 

Source: SPSS output, 2024 

To test this assumption the researcher used the more precise approach, assessing the 

tolerance and its reciprocal values (VIF, variance inflation factor) in the output results of the 

regression analysis for model fitness. The tolerance value is the indication of the percent of 

variance in the predictor that can‘t be accounted for by the other predictors, very small value 

indicated that a predictor is redundant. If the tolerance value of each predictor is greater than 

0.10, then it indicates non – multicollinearity of each predictor if not it shows the existence of 

multicollinearity. As Kieth (2019) showed that, if the VIF value of each predictor is less than 

10, then it indicates the non – multicollinearity of the predictors if not it suggested a problem. 

When such situation, tolerance is less than 0.10 and VIF is greater than 10, is happened the 

regression model estimates of coefficients became unstable and the standard errors for the 

coefficients could get inflated. In other words the model loses its statistical validity. As it can 
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be seen in the above Table 4.11, there was no multicollinearity between the independent 

variables: internal communication quality (INCOMQ), internal communication accessibility 

(INCOMA), effective use of internal communication in organization culture (EUINCOR), 

effective use of internal communication in HRM (EUINCHRM) and external communication 

(EXCOM). Therefore, the non – multicollinearity assumption was met. 

Hence, as the four model assumptions test indicated in the above output results of the SPSS 

and discussion, all assumptions were met and hence the multiple regression model for the 

strategic plan implementation in the selected ethio-telecom centers in South-South West 

Region with the five independent variables was ready to be tested for model fitness test. 

4.5.2. Model Fitness Test: Statistical Significance of the Independent Variables as a 

Whole 

Statistical significance of the model (Model utility) was tested to check whether the 

independent variables are useful for the regression model or not. i.e., it was intended to check 

whether the five independent variables are statistically significant for strategic plan 

implementation or not. To test the model usefulness, F – ratio – test analysis of variance 

[ANOVA] with 5 % level of significance was used. Analysis of variance table (ANOVA 

Table) is a summary of the usefulness of the independent variables for the dependent 

variable. 

Table4.12: ANOVA output part I: SPI with the five organization communication 

Model Sum of Squares df Mean Square F Sig. 

Regression 8.763 5 1.753 257.678 .000
b
 

Residual 2.319 341 .007   

Total 11.082 346    

a. Dependent Variable: STP 

b. Predictors: (Constant), EXCOM, INCOMQ, HRINC, ORCINC, INCOMA 

Source: Own construct from SPSS output, 2024 

The ANOVA Table 4.12 indicated that the multiple regression model itself is statistically 

significant or not. Because R
2
 is not a test of statistical significance (it is only measures 

explained variation in Y by the predictor Xs). Therefore, the F-ratio is used to test whether or 

not R
2
 could have occurred by chance alone. In short, the F-ratio found in the ANOVA table 
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measures the probability of chance departure from a straight line. In the results of the output 

found in the ANOVA table, the model is statistically significant when the five organization 

communications were included in the model, since F (5,341) = 257.678, p (.000) 0.001. 

Therefore, the five independent variables are useful for the strategic plan implementation and 

the regression model can predict the effect of the five independent variables on the dependent 

variable in the ethio-telecom service centers. 

4.5.3. Model Summary: The Explaining Capacity of the Independent Variables 

Table 4.13: Model summary 

 

Model Summary
b
 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .889
a
 .791 .788 .08247 

a. Predictors: (Constant), EXCOM, INCOMQ, EUINCOC, EUINCHRM, 

INCOMA 

b. Dependent Variable: STP 

 

Source: Own construct from SPSS output, 2024 

According to the model summary of multiple linear regression analysis, the R-value of the 

model was 0.889 which shows the high degree of relationship between the independent and 

dependent variables. The R Square value of the regression model was 0.791, indicating that 

80.3% of the variance in strategic plan implementation was accounted by the five 

organization communication strategies in combination. The remaining 20.9% of variance in 

the strategic plan implementation was accounted by other variables not included in this study. 

The Adjusted R square, ultimate beneficial calculation of the happiness of a model, that is 

better than the R square advantage. Because R square profit does to pretty over – estimate the 

benefit of the model when used to the here and now, and likewise the Adjusted R square 

advantage deceives to report the number of variables in the model and the number of 

remarks, shareholders – all representatives in the picked ten ethio-telecom centers in the 

direction of SSWR, upon that the model was established (Diem & Puente, 2012). Therefore, 

Therefore, the adjusted R square value for SPI model was .788. So, it can be said that SPI 
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model was accounted for 78.8% of the variance in strategic plan implementation in the 

selected ethio-telecom centers. 

The standard error (in this output .08247) of a model fit is a measure of the precision of the 

model. It is the standard deviation of the residuals. The standard error is wished to be as 

small as possible. As R² increases the standard error will decrease. As the result of the 

regression analysis output indicates, the value of the standard error is very small. Therefore, 

the model looks good in its precision. 

4.5.4. Predictor Model Interpretation and Contribution of each Predictor Variable 

Table 4.14: Results of multiple linear regression analysis 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. Correlations 

Zero-order 

B Std. Error Beta 

1 

(Constant) .042 .103  .411 .681  

INCOMQ .215 .034 .221 6.384 .000 .716 

INCOMA .240 .033 .257 7.288 .000 .741 

 EUINCOC .163 .031 .178 5.251 .000 .692 

 EUINCHRM .173 .030 .200 5.825 .000 .705 

 EXCOM .202 .029 .243 6.964 .000 .730 

a. Dependent Variable: SPI 

Source: Own construct from SPSS output, 2024 

4.5.4.1. Predictor Model and its interpretation 

The regression equation is interpreted as follows. Five independent variables were 

included in the model. According to the results obtained from the SPSS output, in Table 

4.14 above, under the Sig. column, the p – values of INCOMQ, INCOMA, EUINCOR, 

EUINCHRM and EXCOM are less than .05, level of significance. Meaning, these five 

independent variables have significant effect on strategic plan implementation in the 

selected ethio-telecom centers found in SSWR. Therefore, the regression model stated in 

chapter three becomes the predictor model (forecast model) with equation: 

Predictor model using unstandardized Beta coefficients: 
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=.042 + 0.215INCOMQ + 0.240INCOMA + 0.163EUINCOC + 

0.173EUINCHRM + 0.202EXCOM                                               (1)                                                                                         

Predictor model using standardized Beta coefficients: 

(SPI) = 0.221INCOMQ + 0.257INCOMA + 0.178EUINCOC + 0.200EUINCHRM + 

0.243EXCOM                                                                           (2) 

Where, Y = Strategic Plan Implementation (dependent variable), whereas INCOMQ = 

internal communication quality, INCOMA = internal communication accessibility, 

EUINCOR = effective use of internal communication in organization culture, EUINCHRM = 

effective use of internal communication in HRM and EXCOM = external communication are 

the independent variables. 

Forecasting the effect is making predictions about the dependent variable based on the 

relationships observed in the estimated regression. Therefore, the above predictor model is 

interpreted in terms of unstandardized and standardized beta coefficients.  

Predictor Model Interpretation 

In the multiple regression forecasting model (equation), the intention is that which 

independent variable—internal communication or external communication—has the greater 

effect in predicting the strategic plan implementation in the selected ethio-telecom service 

centers in SSWR. Independent variable with larger regression coefficients, the other 

independent variables kept constant would make a greater contribution to the predicted value. 

Insights into the relationship between independent and dependent variables are gained by 

examining the relative contributions of each independent variable. 

In the predictor model (1), , the unstandardized beta coefficients tell us about the direction 

of the effect relationships between the outcome variable, SPI and the five independent 

variables. i.e., Unstandardized B coefficients show absolute change of the dependent variable 

if the independent variable size changes by one unit. This indicated that a unit increase in any 

of these variables resulted into a corresponding increase in the strategic plan implementation. 

Since the B coefficients are positive, so are their relationships with the dependent variable. 
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That is, as the average of each independent variable increases, the mean score of the SPI also 

increases. For example, if all the other independent variables are kept constant, a unit 

increases in the internal communication quality (INCOMQ), will increase the SPI by 0.215. 

Similarly, the same argument works for the other four independent variables. Therefore, from 

this result it can be said that as each one of the five organization communication strategies in 

the selected ten ethio-telecom centers show progress, strategic plan implementation of the 

ethio-telecom service provider centers will be improved.  

 

In the predictor model (2), ‘s, the standardized beta coefficients tell us about the 

contribution of each organization communication strategies to the outcome, the strategic plan 

implementation. In other words, the Beta weight is the average amount the dependent 

variable – the SPI increases when the independent variable increases by one standard 

deviation where the other independent variables held constant. Therefore, the highest 

contributor for the SPI was the INCOMA, since its standardized beta coefficient was (0.257), 

while the contribution by EUINCOR was the lowest with its standardized beta coefficient 

(.178). For example, if the independent variable – internal communication accessibility 

increases by one standard deviation, the strategic plan implementation will increase by 

25.7%. The standardized beta coefficients are also useful to calculate the percent of each 

independent variable in the R
2
 and presented in the next sub-section below. 

4.5.4.2. Contribution of each independent variable 

Since in multiple regression analysis results one of the advantages of standardized beta 

coefficient is that it helps to identify the relative effect of each independent variable has in 

the R
2 

value (the explaining capacity of the independent variables on the outcome variable)  

In order to identify and compare the extent of the effect/contribution of each of the five 

predictor variables on strategic plan implementation in the selected ethio-telecom centers, 

standardized coefficients, Beta values were used (Table 4.14), because, it gives measure of 

the contribution of each independent variable along with zero order correlation. The percent 

of the contribution or effect of each of the two independent variables, INCOM, and ECOM 
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was obtained by the equation that relates  = 0.791 as indicated in Hair et al.(2019) 

analysis: 

 

Where,  are the standardized beta coefficients of the independent variables,  are the 

zero order correlations which has been taken from the output of the coefficients‘ Table 4.14, 

Zero order is the Pearson correlation between each predictor and dependent variable (Dhakal, 

2019).The value of  could be expressed as the sum of the product of each of the 

independent variables standardized Beta coefficient by their respective zero order correlation 

coefficient values as: 

.791  100% = (.221 .716 + .257  .741 + .178 x .692 + .200 x .705 + .243 x .730) 100% 

79.1%  15.8% + 19.1% + 12.3% + 14.1% + 17.8% 

Therefore, the contribution or the effect of INCOMA on the strategic plan implementation in 

the selected ten ethio-telecom service centers in the study area was 19.1% which has the 

highest effect, whereas EXCOM, INCOMQ, EUINCHRM and EUINCOC in the indicated 

order increases SPI by 17.8%, 15.8%, 14.1% and 12.3% respectively.  From these 

percentages one can infer that internal communication accessibility is the most decisive 

organization communication strategy for the strategic plan implementation. Thus the model 

was at best fit to predict the strategic plan implementation.   

4.5.5. Hypothesis Test Results: Significance Effect of each Independent Variable 

One of the objectives of this study was to investigate the effect of organizational 

communication strategies on the strategic plan implementation in the selected ethio telecom 

service centers found in South-South West Region which was stated as hypotheses.  That is, 

to test whether statistically, the five organizational communication strategies have significant 

and positive effect on strategic plan implementation in ethio-telecom service centers in 

Central Ethiopia Region or not. Therefore, to test the stated five hypotheses, the researcher 

used the regression analysis SPSS outputs displayed in Table 4.14. 
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4.5.5.1. Effect of internal communication quality 

: Statistically, internal communication quality has no significant and positive effect on 

strategic plan implementation in ethio-telecom service centers in South-South West 

Region. 

: Statistically, internal communication quality has significant and positive effect on 

strategic plan implementation in ethio-telecom service centers in South-South West 

Region. 

This was the first proposed directional null and alternative hypothesis in this study that was 

tested. As per the regression analysis results described in Table 4.14 internal communication 

quality has statistically significant and positive effect on the strategic plan implementation 

with (  = .215, t – value = 6.384  2 with sig. value = .000 < 0.0001). Since the positive 

magnitude sign and t-value more than two indicates a strong effect relationship between the 

internal communication quality and the outcome variable – SPI (Hair et al., 1998). This result 

led to reject the stated directional null hypothesis on this variable. Therefore, it can be 

inferred that internal communication quality has significant and positive effect on the 

strategic plan implementation in most of the selected ethio-telecom service centers in SSWR. 

In this regard, the finding of this study is concurred with the finding of Chirwa and Boikanyo 

(2022) who found out a significant positive relationship between the three independent 

factors such as credibility of communication, speed of feedback in communication and 

flexibility of formal communication and the dependent variable - strategy implementation, 

with credibility of communication as the most significant factor.   

4.5.5.2. Effect of internal communication accessibility 

: Statistically, internal communication accessibility has no significant and positive effect 

on strategic plan implementation in ethio-telecom service centers in South-South West 

Region. 

: Statistically, internal communication accessibility has significant and positive effect on 

strategic plan implementation in ethio-telecom service centers in South-South West 

Region. 
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According to the result obtained from the regression analysis SPSS output, in Table 4.14 

above, the unstandardized beta coefficient, t - value and p – value of INCOMA are  = .240, 

t = 7.288  2 and .000 < 0.0001indicating that internal communication accessibility has 

significant and positive effect on the strategic plan implementation. This result led to reject 

the stated directional null hypothesis on this variable. Therefore, it can be inferred that 

internal communication accessibility has significant and positive effect on the strategic plan 

implementation in most of the selected ethio-telecom service centers in SSWR.  

4.5.5.3. Effect of effective use of internal communication in organization culture 

: Statistically, effective use of internal communication in the organization culture has no 

significant and positive effect on strategic plan implementation in ethio-telecom service 

centers in South-South West Region. 

: Statistically, effective use of internal communication in the organization culture has 

significant and positive effect on strategic plan implementation in ethio-telecom service 

centers in South-South West Region. 

The regression analysis result described in Table 4.14 revealed that the unstandardized beta 

coefficient, t - value and p – value of EUINCOC are  = .163, t = 5.251  2 and .000  .0001 

indicates a positive, strong and significant effect of effective use of internal communication 

in organization culture on SPI. This result led to reject the stated directional null hypothesis 

on this variable. Therefore, from this result it can be inferred that EUINCOC has significant 

and positive effects on the strategic plan implementation in most of the selected ethio-

telecom service centers in SSWR. In respect of this variable, the finding of this study is 

supported by the finding of Ayusa (2016) who investigated communication and strategy 

implementation in telecommunication firms in Kenya and found out that the three forms of 

communication: verbal, non-verbal and written communication used in the 

telecommunication firms were very significant in strategy implementation. It is also in line 

with Barret (2002) who stated that the three forms of communication are a crucial aspect of 

human interactions as well as a prerequisite for any organization or business success.  
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4.5.5.4. Effect of effective use of internal communication in HRM 

: Statistically, effective use of internal communication in HRM has no significant and 

positive effect on strategic plan implementation in ethio-telecom service centers in 

South-South West Region. 

: Statistically, effective use of internal communication in HRM has significant and 

positive effect on strategic plan implementation in ethio-telecom service centers in 

South-South West Region. 

As it can be seen in Table 4.14, the regression analysis result revealed that the 

unstandardized beta coefficient, t - value and p – value of EUINCHRM are  = .173, t = 

5.825 > 2 and .000 < .0001 indicating a positive, strong and significant effect of effective use 

of internal communication in HRM on SPI. This result led to reject the stated directional null 

hypothesis on this variable. Therefore, from this result it can be inferred that EUINCHRM 

has significant and positive effect on the strategic plan implementation in most of the 

selected ethio-telecom service centers in SSWR.  

In general, from the above four components of internal communication effects on the 

strategic plan implementation in majority of the selected ethio-telecom service centers it can 

be said that they are statistically significant and essential determinant factors. Moreover, 

improvement in communication would lead to an improvement in the strategic plan 

implementation. The finding of this study is supported by the finding of Otieno (2023) who 

conducted on factors affecting strategy implementation in a remote based culture for Global 

IT firms based in Kenya and found out communication has a positive and significant effect 

on strategy implementation in a remote based culture for global IT firms based in Kenya.  

4.5.5.5. Effect of external communication 

: Statistically, external communication has no significant and positive effect on strategic 

plan implementation in ethio-telecom service centers in South-South West Region. 

: Statistically, external communication has significant and positive effect on strategic 

plan implementation in ethio-telecom service centers in South-South West Region. 
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The fifth hypothesis test result depicted in Table 4.14 revealed significant and positive effect 

of EXCOM on SPI, since its beta coefficient, t - value and p-value are  = 0.202, t = 6.964 > 

2 and p= 0.000 < 0.001 indicates its statistical significant for SPI model. This implies that the 

stated directional null hypothesis should be rejected. Therefore, it can be inferred that 

external communication strategy has significant and positive effect on the strategic plan 

implementation in the selected ethio-telecom centers in SSWR.  

The study indicated a noteworthy and positive impact of both internal and external 

communication strategies on the implementation of strategic plans in most of the ethio-

telecom service centers located in the Southern Nations, Nationalities, and Peoples' Region 

(SSWR). These results align with the findings of Chirwa and Boikanyo (2022), which 

emphasize the importance of communication in facilitating successful strategy execution. 

Similarly, Muhaba (2022) observed that effective employee communication plays a 

statistically significant role in strategy implementation. The results are also consistent with 

the findings of Mapetere and Manhiwa (2021), who noted that communication techniques 

significantly affect strategy execution. Furthermore, the study corroborates the conclusions of 

Albright, Navarro, and Jarad (2022), asserting that communication tactics influence the 

implementation of strategies. This is echoed by Ayusa (2016), highlighting the significance 

of communication in strategy execution within Kenyan telecommunications firms. 

Additionally, the observations of Lekisima, Ogolla, and Nzili (2022) reinforce this notion, 

establishing that communication significantly impacts strategy implementation among 

energy-generating companies in Kenya. Overall, the collective evidence emphasizes the 

critical role of communication in the effective implementation of strategic initiatives across 

various sectors. 

4.6. Results and Discussions on Interviews 

Based on the objectives of the study, the responses gathered from the selected ten managers 

of ethio-telecom service centers found in South-South West Region are presented and 

discussed as follows.  

The first question that the managers were asked was to give their responses on ―In your 

opinion, how do you describe the implementation of internal communication quality in your 
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office in terms of ensuring clear, accurate, and timely communication with all employees; 

appropriateness and credibility of amount of information being communicated; using 

different communication channels; the modes, speed of feedback and flexibility of 

communication in facilitating the effectiveness SPI? 

The responses gathered from their interviews showed that majority of the interviewees 

claimed that despite the consistency, their offices attempted to ensure clear, accurate, and 

timely communication with majority of the employees so as to make SPI effective.  As to the 

appropriateness and credibility of amount of information being communicated, all of the 

interviewees believed that credibility and appropriateness of any information related to SPI 

are important not only for their organization but also to their ability to perform tasks that 

contributed to the overall strategic plan implementation of ethio-telecom. However, even 

though, appropriateness and credibility also helps employees to pass on relevant information 

to their fellow colleagues, this in turn ensures that the entire department or subdivision 

receives the correct information that helps them to accomplish the strategic plan, in their 

offices the appropriateness and credibility of information were not fully implemented, 

especially, appropriateness. Regards to the usage of different communication channels; the 

modes, speed of feedback and flexibility of communication in facilitating the effectiveness 

SPI, majority of the interviewees replied the indicated communication channels were used to 

facilitate the effectiveness of SPI especially from service center to head office and with 

customers who used ethio-telecom service intensively, for instance investors, but not 

effectively. This result to some extent proves that when employees receive credible 

information through the organization‘s communication, they are more likely to act 

accordingly to accomplish the right tasks (Tenhiälä & Salvador, 2018).  

The second question raised to the branches and line managers was ―How do you describe the 

implementation of internal communication accessibility in your office in terms of updates 

from management about the SPI for employees; easily accessibility of information when 

employees are in need; discussing topics through digital channels rather than in-person 

meetings to facilitate SPI; and making use of emails and memos in communication during the 

SPI?‖ 
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Most of the managers participated in the interview responded that the implementation of 

internal communication accessibility in their offices in terms of updates from management 

about the SPI for employees; easily accessibility of information when employees are in need; 

discussing topics through digital channels rather than in-person meetings to facilitate SPI; 

and making use of emails and memos in communication during the SPI were carried out 

moderately as claimed by majority of the interviewees. 

The third question was ―How do you elaborate effective use of internal communication in the 

organization culture in your office in terms of making employees to engage with one another 

in meaningful way through internal communication; orienting internal communication with 

your organization‘s SPI; and using verbal, non – verbal and written communications in 

engaging the staff in the SPI and the extent to which these forms of communication affect the 

success of strategy implementation?‖ 

The results from all the participant interviewees indicated that the three forms of 

communication were significant in strategic plan implementation. It was found out that face 

to face applied to strategy implementation to a very great extent, confirming that people were 

more comfortable in explaining strategy implementation face to face and clarifying issues so 

that everyone feels part of the process. In contrast to this, as majority of them confirmed, 

written communication was not as effective as compared to the other channels of 

communication employed by their offices. As far as success in strategic plan implementation 

is concerned, the above forms of communication are very important. In this regard, the study 

is in line with the findings of Barret (2002) who stated that the three forms of communication 

are a crucial aspect of human interactions as well as a prerequisite for any organization or 

business success. Firms with effective use of the communication forms were found to be in a 

position to successfully implement their strategies compared to the ones that did not 

effectively employ the use of the three forms of communication.  

The respondents further noted that non-verbal communication affected strategic plan 

implementation depending on the non-verbal cues expressed, as one of the interviewee stated 

that: 

“When negative non-verbal cue are expressed, it brought out about the conflict 

and negatively affected strategic plan implementation. However, positive and 
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non-verbal cues are carried out between employees and management, increased 

morale and hence have a positive impact on the success of strategy 

implementation. It‟s through this meeting that our respective firms communicated 

to other service centers which is an essential part of the business environment.” 

Written communication on the other hand was also found to affect the success of strategic 

plan implementation in the sense that, as one of the interviewee pointed out:  

“If information is not clearly communicated, the strategy implementers will have 

difficulties understanding the strategy and therefore implementation will fail. 

From experience, it can be deducted that too much written communication is 

ineffective for instance, if it has the same information over and over again. 

Employers could end up ignoring it and hence some important elements included 

in the written communication in strategy implementation may be left out, hence 

leading to strategy implementation failure even when good communication 

strategy is put in place to monitor the implementation.” 

However, as majority of the interviewees noted: if written communication is effectively 

communicated and what need to be done is stated clearly besides implementers having a 

good understanding of what to implement and the implementation monitor system is in place, 

then the strategic plan implementation will be very successful. Thus, from the this it can be 

noticed that written communication conveyed information that was full of facts rather than 

feelings and the best used to state strategy plans and objectives in a clear and precise manner 

thus creating trust among stakeholders and themselves. Moreover, written communication 

could also be used to persuade especially during a launch of a firms products and services, 

this maybe in the form of the customer value preposition and hence successful strategy 

implementation.  

The fourth question was ―How do you elaborate effective use of internal communication in 

HRM in your office in terms of ensuring employees to have access to the information 

they need efficiently; supporting adequately internal communications initiatives for SPI; 

system in place for receiving and responding to employee feedback; and using internal 

communication data and feedback effectively?‖ 
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Similar to the above questions responses, majority of the interviewees responded that 

majority of the employees in their respective service centers, their HRM did not ensure 

employees to have access to the information they need efficiently; did not support 

adequately internal communications initiatives for SPI; even though, system was in place for 

receiving and responding to employee feedback, it was not working efficiently; and also 

internal communication data and feedback were not effectively used. 

The fifth question raised for the managers was that ―How do you see the implementation of 

external communication in your office in terms of promoting the three years strategy as a key 

part of the organization‘s overall marketing strategy; promoting SPI updates on Social media 

platforms like Face book and official web-site; and responding to customer comments with 

information that further the public‘s knowledge of ethio-telecom three years strategic plan?‖ 

The finding from the interviewees revealed that majority of the them responded that external 

communication strategy was implemented in their office to promote the three years strategy 

(2022 – 2024) of ethio-telecom as a key part of the organization‘s overall marketing strategy; 

and responded to customer comments with information that further the public‘s knowledge of 

ethio-telecom three years strategic plan, but not fully. In this regard, one of the interviewees 

pointed out that:  

―As a result of highly competitive industry and change in technological 

advancements and customer preference within the communication service 

provides mainly by ethio-telecom service centers, it is difficult to retain market 

share and high value market share and ensure customer satisfaction without 

effectively implementing external communication strategy.”  

Moreover, another interviewee also stressed that: 

“To survive, to ensure business sustainability and growth, and gain competitive 

position, external communication implementation also plays crucial role in 

optimizing core competencies and capabilities of the organizations by 

implementing business priority that will give to a competitive advantage over 

rivals.” 

As to promoting SPI updates on Social media platforms like Face book and official web-site 

of ethio-telecom, they were majorly used channels when the firms needed to address a large 

audience for example during a launch of a new product or service as this channels allows 
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visual enhancements hence appealing to the audiences and leading to success in product 

marketing which is a clear indication of successful strategic plan implementation. In this 

regard, one of the interviewee stated that:  

―Sometimes, written communication maybe conflicting if used together with non-

verbal communication that is inconsistent. This means if written information is 

different from what is expressed through non-verbal cues, the receiver will be 

confused and might ignore the whole message and this will negatively impact the 

success of strategy implementation.”  

Therefore, in line with Jain (2011), when communication is passed and received through the 

correct channels, it has the capability to influence the success of strategic plan 

implementation and hence its success. 

Finally, the interviewees were asked to respond on ―Do you believe that SPI is carried out as 

designed? If so how do you describe the status of the implementation?  

The results obtained from all interviewees indicated that they were not in a position to carry 

out strategic plan implementation of ethio-telecom as designed and expected. Especially, in 

communicating strategic plan implementation effectively, in providing training by 

emphasizing actionable ways before implementing the strategic plan, in accomplishing some 

strategic plan within the required time as well as in implementing strategic plan 

appropriately. Based on these, one of the interviewees pointed out that: 

In the competitive world and in technological advancements and customer preference within 

the communication service industry, for ethio-telecom service centers, it is difficult to cope-

up and to ensure business sustainability and growth, and gain competitive position, without 

effectively implementing its strategic plan by updating employees by providing sufficient 

training. Moreover, for ethio-telecom in order to ensure business sustainability and growth, 

and gain competitive position, strategic plan implementation plays crucial role in meeting its 

three years strategic plan objectives.   

In general, the interview results supports the results obtained from descriptive, moderate 

implementation of both internal and external communications as well as the strategic plan in 

the majority of the selected ethio-telecom centers.  
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       CHAPTER 5 

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 

This chapter is the final section that presents summary of the findings, conclusions, and 

recommendations of the study. It reports summary of the main findings of the study based on 

the results and discussions section. Then conclusion and recommendations were made based 

on the findings. Thus, as a result of scope and limitation of the study, the researcher provided 

suggestion for future/further study. 

5.1. Summary of Major Findings 

This study was conducted aimed at to examine the effect of organizational communication on 

the strategic plan implementation in ethio telecom the case of SSWR. Accordingly, summary 

of major findings from the results of descriptive statistics, Pearson correlation coefficient and 

multiple linear regression analyses are presented.  

The descriptive statistics analysis result on the four internal communication strategy and 

external communication strategy revealed:  

On internal communication quality: majority of the respondents agreed moderately on 

organization ensures clear, accurate, and timely communication with all employees and on 

non-existence of messages or updates that are difficult to understand about the strategic plan 

implementation, but majority of the employees agreed moderately on the appropriateness and 

credibility of the amount of information being communicated; the usage of different 

communication channels;  on the facilitation of the modes, speed of feedback in 

communication;  and on communication channels in supporting collaboration among 
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employees and matches with employees‘ preferences and needs. In general, the overall 

results imply internal communication quality was practiced moderately in the majority of the 

selected ethio-telecom service centers.  

On internal communication accessibility: majority of the respondents were agreed highly in 

all of the stated eight items where employees usually receive updates from management 

about the strategic plan implementation and on easily accessibility of information when 

employee‘s was in need of it, they were also agreed on the usage of different ICTs to enhance 

communication within the organization; on the current communication methods used by the 

organization to meet employee‘s needs and expectations; in using discussion through digital 

channels rather than in-person meetings; on providing equal opportunity for all employees to 

contribute their ideas or opinions; on ensuring efficient flow of information; and in making 

use of emails and memos in communication. In general, such practices imply internal 

communication accessibility was carried out efficiently in majority of the selected ethio-

telecom service centers.  

As to the effective use of internal communication in the organization culture, the results 

shown that majority of the respondents were agreed on internal communication reflects 

employees‘ values and strong organization culture and on the usage of verbal, non – verbal 

and written communications, but agreed moderately on employees are able to engage with 

one another in meaningful way through internal communication; on internal communication 

function was oriented with the organization‘s strategic plan implementation; on employee‘s 

voice was heard and taken into consideration when decisions were made; on information 

sharing and transparency; and in ensuring a two-way communication. In general, these 

results imply effective use of internal communication in the organization culture was carried 

out moderately in the majority of the selected ethio-telecom service centers. 

On effective use of internal communication in HRM: similar to the above variable, majority 

of the respondents were agreed only on the provision of opportunities to improve the way 

that HR communicates with employees, but majority of the respondents were agreed 

moderately on ensuring access to the information for employees they need 

efficiently; on the existence of a system in place for receiving and responding feedback to 

employee; on the usage of internal communications data or feedback effectively by HR; and 
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on creation and usage of motivational visuals that summarize key points of the strategic plan 

implementation. In general, the overall results imply effective use of internal communication 

in HRM was carried out moderately in the majority of the selected ethio-telecom service 

centers. 

On external communication:  majority of the respondents were agreed on the development of 

promotional graphics that highlight the core tenets of the organization‘s strategy and on the 

organization designed all marketing communications, however, majority of the respondents 

were agreed moderately on the promotion of the three years strategy; in sharing updates to 

the strategic plan implementation via press releases, blog posts and other key channels; in 

promoting updates on Social media platforms like Face book and official web-site;  and in 

responding to customer comments with information that furthers the public‘s knowledge of 

ethio-telecom three years strategic plan. In general, these results imply external 

communication was carried out highly in the majority of the selected ethio-telecom service 

centers. 

On strategic plan implementation: majority of the respondents were agreed only on the 

strategic plan implementations are always completed within the specified time, whereas 

agreed moderately on effective communication has been carried out on the strategic plan 

implementation; on some strategic plan implementations take more time than required and 

leads to cost overrun; on the completion of strategic plan implementation within the specified 

budget; achieved the intended objectives and its targets; on the provision of training 

programs that emphasize actionable ways before implementing the strategic plan; and on the 

implementation of the strategic plan appropriately by the organization. In general, the overall 

results imply moderate status of the strategic plan implementation in majority of the selected 

ethio-telecom service centers.  

The regression analysis unveiled that the four internal communication variables – internal 

communication quality, internal communication accessibility, effective use of internal 

communication in the organization culture, and effective use of internal communication in 

HRM and the external communication have significant and positive effect on the strategic 

plan implementation in majority of the selected ethio-telecom service centers in Central 

Ethiopia Region. Moreover, 79.1% of the variations in the strategic plan implementation 
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were jointly accounted by the five variables at 5% level of precision. However, the remaining 

percentage of the variation 20.9% was unexplained by the five independent variables. 

Furthermore, among the five predictor variables, internal communication accessibility 

accounted for 19.1% and the least contribution was by effective use of internal 

communication in the organization culture which was 12.3% for the strategic plan 

implementation in the majority of the selected ethio-telecom centers in the study area.  

5.2. Conclusions 

Based on the findings the following conclusions are drawn. 

According to the findings of the study all the five organizational communication strategies 

such as internal communication quality, internal communication accessibility, effective use 

of internal communication in the organization culture, and effective use of internal 

communication in HRM and the external communication as well as strategic plan 

implementation were practiced at moderate status.  Moreover, those organizational 

communication strategies have positive and significant effect on strategic plan 

implementation in majority of the selected ethio-telecom service centers. Therefore, based on 

the findings the following conclusions are drawn: 

On internal communication quality: it can be inferred that the quality of internal 

communication on the appropriateness and credibility of the amount of information being 

communicated; on the usage of different communication channels;  on the facilitation of the 

modes, speed of feedback in communication;  and on communication channels in supporting 

collaboration among employees and matches with employees‘ preferences and needs are not 

sufficiently deserved in the majority of ethio-telecom service centers in SSWR. 

On internal communication accessibility: it can be inferred that accessibility of internal 

communication was found to be an essential component of internal communication since it  

determined the success of strategy plan implementation. Additionally, the accessibility of 

channels of communication too is an integral part of the organization, while they can be 

effective in information delivery; the significance of what needs to be communicated 

determines the channel of transmission. Since change is inevitable, there is a need for firms 
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to decide which forms or channels of communication they should adapt to communicate 

change strategies in the most effective way. 

On effective use of internal communication in the organization culture: it can be inferred that 

majority of ethio-telecom service centers in the study area have some drawbacks in making 

employees to engage with one another in meaningful way through internal communication; 

orienting IC with your organization‘s SPI; using verbal, non – verbal and written 

communications in engaging the staff in the SPI; and making information sharing and 

transparency as major component for SPI. 

On effective use of internal communication in HRM: similar to the other internal 

communication strategy, it can be inferred that majority of ethio-telecom service centers in 

the study area did not ensure employees to have access to the information they need 

efficiently; HRM did not support adequately internal communications initiatives for SPI; 

the existence of system in place for receiving and responding to employee feedback did fully 

practiced; HRM did not use internal communication data and feedback effectively; and 

opportunities to improve the way that HR communicates with employee was not carried out 

sufficiently. 

On external communication: it can be concluded that in the majority of ethio-telecom service 

centers in the study area undertake external communication strategy to facilitate exchange of 

communication between the organization and its surroundings for establishing a good 

relationship with customers, suppliers, or stakeholders interested in the organization‘s 

activities. Moreover, most of them implemented external communication strategy for the 

promotion of the three years strategy; for sharing updates to the strategic plan 

implementation via press releases, blog posts and other key channels; for promoting updates 

on Social media platforms like Face book and official web-site; and for responding to 

customer comments.  

On strategic plan implementation: from the results obtained from quantitative and qualitative 

analysis, it can be inferred that majority of ethio-telecom service centers are doing better on 

strategic plan implementation, but not efficiently indicating that effective communication has 

not been carried out on the strategic plan implementation as required; some strategic plan 
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implementations took more time than required and led to cost overrun; some SPI also not 

completed within the specified budget; and as the result, SPI did not achieve the intended 

objectives and its targets; on the other hand, provision of training programs that emphasize 

actionable ways before implementing the strategic plan was not provided as scheduled. In 

general, the overall results imply moderate status of the strategic plan implementation in 

majority of the selected ethio-telecom service centers.  

5.3. Recommendations 

Based on the findings and conclusions of the study the following recommendations are 

forwarded. 

Since internal communication in terms of quality was implemented at moderate status, it is 

recommended that each ethio-telecom service center better to take practical steps to improve 

the clarity, accuracy and timely communication with all employees during the strategic plan 

implementation and also the appropriateness and credibility of the amount of information 

being communicated. In addition, on how quickly feedback is provided to facilitate the 

effectiveness SPI. One of the ways, for instance for feedback, can be achieved is to make 

feedback continuous and a part of day-to-day tasks; this enables managers and employees to 

ensure that they are constantly performing the right tasks that are in line with the overarching 

strategy and goal. 

The study concluded that internal communication accessibility has greatest, positive and 

significant influence on strategic plan implementation among the ethio-telecom service 

centers in South-South West Region. Therefore, the study recommended that it is better to 

improve and set more flexible communication structures to enable an exchange of ideas and 

sharing of knowledge among the employees in each of ethio-telecom service centers. 

Besides, the study recommended increased communication about the vision the company is 

taking as well as goals and inclusion of all the employees by telling them which areas to 

tackle in the strategic plan execution.    

In respect of effective use of internal communication in the organization culture, it is 

recommended that the ethio-telecom service centers have to ensure that they have to send 

positive non-verbal cues that could motivate and increase employee performance especially 
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during the process of strategy implementation. This will increase productivity and 

achievement of desired goals by the telecommunication firms. In addition, through face to 

face communication, the firms should engage their employees emotionally in regard to the 

firms‘ vision so that they can believe and invest in it. Further, holding constant meeting and 

training where strategy can be communicated by use of the various channels of 

communication. 

On the other hand, the management bodies of the ethio-telecom service centers better to give 

more attention for the importance of transparency, openness, and two-way dialogue between 

management and employees. In addition, they better also develop the use of innovative 

communication technologies to increase employee engagement and facilitate the 

establishment of a collaborative and supportive work community in their offices. 

On the other hand, as confirmed from descriptive statistics, inferential statistics as well as 

from interview results effective use of internal communication in HRM has played vital role 

for the effective implementation of strategic plan. Therefore, it is recommended that each 

ethio-telecom service center better to work hard in order to ensure employees to have 

access to the information they need efficiently; support adequately internal 

communications initiatives for SPI; to receive and respond to employee feedback promptly; 

use internal communication data and feedback effectively; provide opportunities to improve 

the way that HR communicates with employees. 

As to external communication implementation for the accomplishment of strategic plan of 

ethio-telecom in the majority of the selected service centers, the study established significant 

and positive effect on SPI. Therefore, it is recommended that ethio-telecom service centers 

better to use networks and ICT in external communications efficiently, because they help the 

information provided through these channels gather feedback and coordinate with 

collaborators and customers. Additionally, it contributes to enhancing the flexibility of 

external relationships in exchanging information through these collaborative means, enabling 

the organization to establish direct interaction with external groups. Moreover, the 

implementation of strategies and the execution of technological applications in organizational 

communication delineate a set of skills that facilitate the dissemination of the message 

among the members within the entity, as well as with the external environment. Such actions 
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will lead the organization plans to make multifaceted efforts to ensure quality of service that 

increase customer satisfaction and improve experience, especially through network and 

system capacity enhancement and improvement projects. 

Finally, since the finding of this study indicates that the extent to which strategic plan 

implementation in majority of ethio-telecom service centers were at moderate status, where 

the items in this dimension have medium score. Thus, the researcher recommends each ethio-

telecom service center in the study area thoroughly work on strategic plan implementation to 

ensure plan integration both horizontally and vertically to streamline business operations and 

help the organization enhance company planning culture which will eventually lead to 

improve its overall performance and corporate objective, most importantly, to ensure 

provision of services beyond connectivity, enabling inclusive growth by providing digital and 

financial services and in order to simplify the daily activities of businesses and individuals all 

over the country. 

5.4. Suggestion for Further Study 

The study confined itself to ethio-telecom service centers operating in South-South West 

Region in Ethiopia and the findings may not be applicable in other ethio-telecom service 

centers as well as in other sectors as a result of uniqueness of the telecommunications 

industry. It is therefore recommended that the study is replicated in other sectors such as in 

the Ethio-electric service centers to establish how communication used in an organization 

affect strategic plan implementation. 

In addition, since the study did not take an intervening variable, as intervening variables 

often help to explain the relationship between independent variable and the dependent 

variable in greater detail, the researcher recommends further research on the effect 

relationship between organizational communication and strategic plan implementation 

considering mediator variable.    
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Appendix – A: Questionnaire 
 

Wolkite University 

School of Post Graduate Studies College of Business and Economics 

Department of Management 

 

Questionnaire to be filled by permanent employees in the selected Ethio –telecom 

service centers in Central Ethiopia Region 

Dear Respondent, 

I am MBA student at Wolkite University, School of Post Graduate Studies College of 

Business and Economics Department of Management. As part of the requirements in 

completion of the MBA program, I am undertaking a research under the title ―Effect of 

Organization Communication on Strategic Plan Implementation: The case of Ethio-

telecom‖. To this end, I am collecting data from permanent employees working in the 

selected Ethio-telecom centers in South South West Region and you have been selected as a 

valuable participant for this research. In order for the research to yield valid results, it is 

important that you answer all questions as honestly and truthfully as possible. It is solely for 

an academic purpose and all responses will remain anonymous and confidential. For more 

information, you can contact at any time needed through my address; 

Thank you for your willingness to participate in this study!!!  

 

Yemane Birhan Muche                   Mobile No: +251913234982 
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General Direction:  

 No need of writing your name 

 Use the ― ‖ mark to give your response accordingly in the box[bracket] 

Section I: Demographic profile 

Instruction: This Part of the questionnaire inquires about your personal and job related 

information. Please answer each item/question accordingly. 

1. Sex:    Male [____]                         Female [___]  

2. In which age group are you in? 

23 to 30 [___]                   41 to 50 [___]                  

            31 to 40 [____]                51 to 60 [___]         

3. What is your highest educational qualification?  

            Diploma [____]                                       Bachelor Degree [____] 

            Master Degree [____]                             other (specify)___________________ 

4. How long have you been working in Ethio - telecom?  

Below 5 years [___]                11 to 15 years [___]              

5 to 10 years [___]                   16 to 20 years [___]            above 20 years [___] 

 

Section II: Effect of Organizational Communication 

This section of the questionnaire prepared to collect data about the two components of 

organizational communication – internal and external that can affect the implementation of 

strategic plan of Ethio – telecom in your centre. Try to recall guidelines or elements for 

effectively communicating your organization business strategy internally and externally as 

possible in ranking statements in each of the variable‘s items.  

 

2.1. Internal Communication and its components 
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This section of the questionnaire prepared to collect data about the three components of 

internal communication strategies that can affect the strategic plan implementation of Ethio – 

telecom in your centre. Try to recall guidelines or elements for effectively communicating 

your organization strategy internally as much as possible in ranking statements in each of the 

variable‘s items. Please indicate the extent to which you agree or disagree with each 

statement by putting (√) in one of the appropriate scale option provided in the box such as 

Strongly disagree (SD) = 1, Disagree (DA) = 2, Undecided (U) = 3, Agree (A) = 4, strongly 

agree (SA) = 5 

2.1.1. Internal communication quality [INCOMQ] 

No Statement 1 2 3 4 5 

1 The organization ensures clear, accurate, and timely 

communication with all employees during the strategic 

plan implementation. 

     

2 The amount of information being communicated is 

appropriate and credible for the strategic plan 

implementation. 

     

3 The organization uses different communication 

channels-communication mediums, messages and 

perceptions for the strategic plan implementation. 

     

4 The modes, speed of feedback in communication and 

flexibility of communication facilitate the effectiveness 

of the implementation of the strategic plan. 

     

5 The organization communication channels support 

collaboration among employees and matches with 

employees‘ preferences and needs. 

     

6 Often there are no messages or updates that are difficult 

to understand about the strategic plan implementation. 

     

 

2.1.2. Internal Communication Accessibility [INCOMA] 

No Statement 1 2 3 4 5 

1 I usually receive updates from management about the 

strategic plan implementation.  

     

2 Information is easily accessible when I need it.      

3 Different information communication technologies are 

used to enhance communication within the organization. 

     

4 The current communication methods used by the 

organization meet your needs and expectations. 

     

5 There are some topics discussed through digital channels 

rather than in-person meetings to facilitate the strategic 

plan implementation. 

     

6 All employees are given an equal opportunity to 

contribute their ideas or opinions. 
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7 The organization ensures efficient flow of information 

for strategic plan implementation. 

     

8 The organization makes use of emails and memos in 

communication during the strategic plan 

implementation. 

     

 

2.1.3. Effective use of Internal Communication in the organization culture [EUINCOR] 

No Statement 1 2 3 4 5 

1 Internal communication reflects employees‘ values and 

strong organization culture. 

     

2 Employees are able to engage with one another in 

meaningful way through internal communication. 

     

3 Internal communication function is oriented with the 

organization‘s strategic plan implementation. 

     

4 Employee‘s voice is heard and taken into consideration 

when decisions are made. 

     

5 Verbal, non – verbal and written communications are 

used in engaging the staff in the strategic plan 

implementation. 

     

6 Information sharing and transparency is a major 

component of the strategic plan implementation. 

     

7 Organization‘s internal communication influence how 

employees think about their work and the strategic plan 

implementation. 

     

 

2.1.4. Effective use of internal communication in HRM[EUINCHRM] 

No Statement 1 2 3 4 5 

1 The organization ensures that employees have 

access to the information they need efficiently.  

     

2 HR is adequately supporting internal communications 

initiatives for the implementation the strategic plan. 

     

3 There a system in place for receiving and responding to 

employee feedback on internal communications 

     

4 HR is using internal communications data or feedback 

effectively. 

     

5 There are opportunities to improve the way that HR 

communicates with employees. 

     

6 The organization created and used motivational visuals 

that summarize key points of the strategic plan 

implementation. 

     

 

2.2. External Communication strategy 
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This section of the questionnaire prepared to collect data about the external communication 

strategies that can affect the strategic plan implementation of Ethio – telecom in your centre. 

Try to recall guidelines or elements for effectively communicating your organization strategy 

externally as much as possible in ranking statements in each of the variable‘s items. Please 

indicate the extent to which you agree or disagree with each statement by putting (√) in one 

of the appropriate scale option provided in the box such as Strongly disagree (SD) = 1, 

Disagree (DA) = 2, Undecided (U) = 3, Agree (A) = 4, strongly agree (SA) = 5 

 

 

No Statement 1 2 3 4 5 

1 The organization promote the three years strategy as a 

key part of the organization‘s overall marketing strategy 

     

2 Develop promotional graphics that highlight the core 

tenets of the company‘s strategy. 

     

3 The organization share updates to the strategic plan 

implementation via press releases, blog posts and other 

key channels. 

     

4 The organization promotes strategic plan 

implementation updates on Social media platforms like 

Face book and official web-site. 

     

5 The organization responds to customer comments with 

information that furthers the public‘s knowledge of 

ethio-telecom three years strategic plan. 

     

6 The organization designed all marketing 

communications to implement a style and voice in line 

with the organization‘s strategic plan. 

     

 

Section III: Strategic Plan Implementation 

This section of the questionnaire prepared to collect data about the strategic plan 

implementation of Ethio – telecom in your centre. Try to recall as many strategic plan of 

Ethio – telecom as possible in ranking statements in each of the variable‘s items. Please 

indicate the extent to which you agree or disagree with each statement by putting (√) in one 

of the appropriate scale option provided in the box such as strongly agree (SA) = 5, Agree 

(A) = 4, Undecided (U) = 3, Disagree (DA) = 2, Strongly disagree (SD) = 1 

 

No Statement 1 2 3 4 5 

1 The strategic plan implementation has been effectively      
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communicated. 

2 The strategic plan implementations are always completed within 

the specified time.  

     

3 Some strategic plan implementations take more time that 

required.  

     

4 The strategic plan implementations are completed within the 

specified budget.  

     

5 Implementation of some strategic plan leads to cost overrun       

6 The strategic plan implementations achieve the intended 

objectives in line with the three years (2022 – 2024) lead 

growth strategy 

     

7 The strategic plan implementation always achieve its targets       

8 The organization provided training programs that emphasize 

actionable ways before implementing the strategic plan. 

     

9 The organization implements the strategic plan appropriately.      
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Appendix – B: Interview 

Wolkite University 

College of Business and Economics School of Graduate Studies 

Department of Management 

Interview guide for the selected managers of ethio-telecom service centers found in 

South-South West Region   

Dear respected respondents, 

This interview guide is prepared to gather information about ―Effect of Organization 

Communication on Strategic Plan Implementation: The case of Ethio-telecom‖. The study 

will be carried out for the partial fulfillment of Masters of Business Administration and it is 

for academic purpose only. Your genuine responses will have great value for the success of 

the study. Therefore, I kindly request you to respond each question honestly and kindly. 

Thank you in advance for your cooperation!!! 

With regards, 

Yemane Birhan Muche              Mobile No: +251913234982 

 

Part One: Personal Information 

Sex _____________ 

Interview date ___________ 

Town_____________________ 

 

Part Two: Interview 

The following are interview guide questions expected to be replied by managers  of ten ethio-

telecom centers selected from South-South West Region 

1. How do you describe the implementation of internal communication quality in your 

office in terms of  
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- ensuring clear, accurate, and timely communication with all employees during the SPI? 

- Appropriateness and credibility amount of information being communicated? 

- using different communication channels? 

- The modes, speed of feedback and flexibility of communication in facilitating the 

effectiveness SPI? 

- No messages or updates that are difficult to understand about the SPI? 

2. How do you describe the implementation of internal communication accessibility in your 

office in terms of  

- Updates from management about the SPI for employees? 

- Easily accessibility of information when employees are in need? 

- Usage of different ICT to enhance communication?  

- discussing topics through digital channels rather than in-person meetings to facilitate 

SPI? 

- providing equal opportunity for employees to contribute their ideas or opinions? 

- making use of emails and memos in communication during the SPI? 

3. How do you elaborate effective use of internal communication in the organization culture 

in your office in terms of 

      - Reflecting employees‘ values and strong organization culture? 

       - making employees to engage with one another in meaningful way through internal 

communication? 

       - Orienting IC with your organization‘s SPI? 

       - Using verbal, non – verbal and written communications in engaging the staff in the 

SPI? 

       - Making information sharing and transparency as major component for SPI? 

4. How do you elaborate effective use of internal communication in HRM in your office in 

terms of 

    - Ensuring employees to have access to the information they need efficiently?  

    - HR in supporting adequately internal communications initiatives for SPI? 

     - The existence of system in place for receiving and responding to employee feedback? 

     - HRM in using internal communication data and feedback effectively? 

     - Opportunities to improve the way that HR communicates with employees? 
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5. How do you see the implementation of external communication in your office in terms of  

     - promoting the three years strategy as a key part of the organization‘s overall marketing 

strategy? 

     - Developing promotional graphics that highlight the core tenets of the company‘s 

strategy? 

      - sharing updates to the SPI via press releases, blog posts and other key channels? 

      - promoting SPI updates on Social media platforms like Face book and official web-site? 

      - responding to customer comments with information that further the public‘s knowledge 

of ethio-telecom three years strategic plan? 

6. Do you believe that SPI is carried out as designed? If so how do you describe the status of 

the implementation? 

7. In general, how do you see the overall activities of your office in using internal and 

external communications for the success of SPI of ethio-telecom?  

 

Thank You!!! 
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