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Abstract 
 
There is a considerable interest in the role of organizational interpersonal relationships regarding communication, in 
supporting management. The problem stated in our thesis discloses, that one of the hidden reasons for not satisfied IT 
/ non-IT Relationship are difficulties in communication. The cause of these difficulties are: (1) inadequate communication 
between different organizational units by imposing a variety of purposes and perception of the world from different 
perspectives. Opportunities of information systems are not fully utilized due to differences in the perception of their 
mutual roles between IT and non-IT units. (2) IT-related professionals believe that demands on them are too high and 
beyond the scope of their duties. (3) Non-IT-related professionals, in turn, claim that their use of advanced IT solutions 
requires the active involvement of the IT.  
 
In this thesis we shall analyze stated in topic aspects using as mechanism, the questionnaire, that will be released among 
the employees representing different organizational levels, because as stated by Labovitz and Rosansky (1997, p. 45, 
cited in Prieto and Carvalho, 2011) alignment is not only for senior management, it is a universal and alive form of 
interpersonal interactions. On the basis of the questionnaire given to Polish respondents representing different sectors, 
the thesis explicates ways in which interactions are aligned or misaligned. 
 
The goal of this thesis is to examine selected elements from different maturity models' and questionnaires that concern 
on ways in which human beings communicate each other in professional world, instead of verification of appropriateness, 
scalability aspects or replication of any existing alignment model or framework. The thesis explores how the goals of 
existing and maintaining interpersonal relationships are accomplished through the professional interactions in line 
business (non-IT) – information technology (IT). 
 
The analysis will focus on communication be or not to be concerning on required in IT / non-IT Relationships, skills to 
provide substantial cooperation and performance towards strategic organizational goals. Explorations and researching 
approach focus on relationships between information technology and business area, instead of examining and naming 
this phenomenon as alignment issues. The effective collaboration requires that all parties involved were (1) informed 
about the progress of the work, the decisions taken and the reasons for them. (2) It is crucial to document requirements 
of individual departments (division of the project into several phases and set targets for each of them). The problem of 
communication in cooperation not only affects the relationship between representatives of management, IT and non-IT. 
It is broader and involves the risk of lack of acceptance among employees of front and back office. Insufficient 
information on the changes can lead to a lack of confidence in the system, improper use of the implemented solutions 
and also to reject the effects of the implementation by the staff.  
 
Often we say that the reason is the lack of a universal way to achieve a match, but companies differ from each other 
their business objectives, structure, processes, environments in which they operate and therefore they need different 
ways to achieve particular IT / non-IT fusion-like perspective and attitude. Many businesses promote and develop an 
organizational culture based on the promotion of competition and conflict between departments, business units and 
employees than building a team on the basis of cooperation. Our thesis discusses the degree of achievement 
communication-based relationship based on multiple angles, using primary data gathered through the questionnaire 
released among the companies located in Poland. Data from a questionnaire of different companies provide varying 
support for the proposed relationships.  
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1. Introduction 
 
As stated by Griffin (2008) when the two strategies are in sync, the IT department truly understands how the business 
operates, and the IT infrastructure supports the company’s core business processes. Reversing the prospect of looking, 
vendors on one hand, and the person responsible for procurement in the company on the other hand, they have no idea 
about the visual description of the system as a whole. It is the duty of IT-related professionals to give an explanation of 
the system architecture, to explain the dynamism of data and work flows to non-IT-related, so they could be able to 
understand the impact of their demands and requests on the system as a whole. 
 
Further, the business keeps IT in the loop about changes in the company’s plans, goals and business focus, so that IT can 
adjust its support capabilities. Synchronization means the movement, which is exactly together, that connotes the final 
of the process of searching the integration. As stated later, the alignment process is continuous and permanent. 
 
According to Luftman (2003) alignment addresses both how IT is integrated with the business, and how the business 
should / could be integrated with IT. The question is, that how IT best aligns itself with the business depends on the 
business, and the business’ requirements from IT – both of which are multi-dimensional, and which vary across firms. 
(thebusinessofsoftware.wordpress.com) 
 
Alignment is about a process – but not a “once and done” (Griffin, 2008) - to ensure that the organizational strategies 
adapt harmoniously, when market forces shift and business strategies change with growth (ibid.). While providing 
periodically gap analysis, we can benefit with: comparison current to best, identification areas for improvement, 
recognition the difference between cause and effect, establishment better plans and action, making more informed 
recommendations. 
 
It is interesting to point out, that many organizations follow a similar arc, stated Sull (2009). Their early agility wins them 
the trappings of success – size, cash, and a secure position. These sources of absorption, however, gnaw away at the 
cultural roots of agility, while bureaucracy, political infighting, complacency, and arrogance sprout like noxious weeds in 
their place. When the context shifts, the bloated organization lumbers through the ring like a punch-drunk heavyweight, 
absorbing blows that it can no longer dodge and missing opportunities it is too slow to seize. 
 
Subsequently Sull (2009) argued, that by understanding the sources of agility and absorption and their combined power, 
and by actively balancing them over time, leaders can increase their organization’s ability to go the distance in an 
uncertain world. 
 
Information systems are an integral part of business strategy in almost all industries today. (Upton and Staats, 2008) 
Frustratingly in Luftman’s opinion (2003), organizations seem to find it difficult or impossible to harness the [full] power 
of IT for their own long-term benefit, even though there is worldwide evidence that IT has the power to transform whole 
industries and markets. The problem - according to Kanter (2011) – is, that transformation can be made by the leaders 
that are able to zoom in and zoom out, which options help them embrace new opportunities while continuing to operate 
with principles that build sustainable institutions for the long run. 
 
We could argue, that it is IT-related professionals’ responsibility to understand the business and learn to deliver 
technology as a service with interfaces that the business can make sense of, because IT is a service organization that has 
no reason to exist outside of the business context. It is not the idea that the business should learn IT, but could to help 
the IT managers to understand the business workflow, and vice versa. As stated by Upton and Staats (2008) IT leaders 
struggle to truly understand the business context. What’s more, business leaders do not invest the time required to 
appreciate the power and the challenges of technology and tend to treat the IT staff as second-class service providers. 
And subsequently, business managers must have an understanding of technology to appreciate the trade-offs and help 
avoid the exceptions that can balkanize IT systems. (Upton and Staats, 2008) 
 
Analyzing the source of IT value, we will focus on bringing together a group of banks, insurance companies and others 
strongly interconnected with them. Network value assumes that the construction value is based on combining customers 
or intermediating between them. The management of such company is focused on improving the quality and number 
of connections between customers. The source of values in this case to assist in identifying new clusters of customers 
and their behavior patterns, in order to maximize exchanges between users. 
 
It is worth noting that our concept will be elaborated by following Rondinelli et al. (2001) that argued that the assessment 
of organizational alignment is more art than science.  
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1.1 Problem discussion 
 
Luftman stated: (http://www.architectureandgovernance.com/content/it-business-alignment) 
 

„IT-business alignment has been a persistent problem since the early ’80s. You would think after almost 
thirty years it would become less of a concern. But that isn’t the case. (…) effective communication, a 
balanced set of metrics both groups understand, an effective governance process, a true partnership, the 
correct technology, and good human resources will be the key to alignment.”  

 
We will use the term IT / non-IT relationships, instead of IT-Business Alignment, because from one side according to 
Hinssen (2011), alignment is dead, and from other the term proposed by us is more capacious, being more neutral. 
Alignment presupposes the existence of mismatch between IT and Business. It implicates situation, in which business is 
treated as business, and Information Technology is treated as not business, means they are not creating one business, 
but two different, what we name state within a state. Not satisfied personal interactions stress divided relation, creating 
a "them and us", as argued in computerweekly (2004). 
 
In our thesis we will focus on first aspect mentioned above, regarding communication that in our opinion is crucial in IT 
/ non-IT Relationship. IT Governance is a research area that is presently of interest, but beyond the scope of this thesis. 
 
Competitiveness seeks to increase the impact of Information Technology to improve the performance of the company 
while minimizing the costs associated with IT infrastructure. Of crucial importance in this respect plays an alignment and 
misalignment link with Information Technology and non-Information Technology. 
 
Chenhall (2005) examined strategic performance measurement systems (SPMS) as supporting tool for managers with 
financial and non-financial measures enclosing various angles. SPMS is an instrument allowing to aggregate different 
organizational aspects, deciphering strategy and strategy-related issues into a systematic cluster of measures. In our 
exploration we will not use such mechanism, what will be explained in part regarding de-limitations. 
 
In the scientific literature and business practice, in addition to determining the IT / non-IT Relationship that is an age-
old concept, there is a number of synonyms to describe this phenomenon, such as: balance, strategic alignment, fusion, 
harmony, integration, coordination, bridge, linkage, interweavement, engagement, or strategic interdependence. In the 
case of misalignment's synonyms, we found no words with similar meaning. Separation between the two, non-IT and IT, 
could appear when IT will not be managed as service provider.  
 
Most of the authors is of the opinion that the alignment is an ongoing process that due to changes in the business, its 
environment and in the area of technology, it never ends. (Samanta, 2007; Chan et al., 2007; Luftman and Brier, 1999; 
Shpilberg et al., 2007) The reasons for the changes and mismatches are mainly associated with a different perception of 
the availability of resources, the way of their interpretation, assessment of critical events that occur in the internal 
relations or interactions with the external environment, which may be essential for specific industries, such as for 
instance telecommunication.  
 
The meaning of the alignment and misalignment are useful in the specific context. In our opinion the issue is whether 
the IT people see themselves as part of the IT only, or in the business of their company as a whole, such as banking, 
insurance, etc., and the same with business people. 
 
Alignment and misalignment issues are about communication, attitude and culture, in context of individual, or team 
game. The aim of thesis will not oppose these two approaches, but to show how they can complement each other and 
coexist. Balanced cooperation could be - in our opinion - based on a balance between: aligned - misaligned to avoid 
utopian approach, assuming perfect fit.  
 
Maes et al. (2000) created a unified framework, argued the need for transformation of alignment from the ill-defined 
concept into a workable method. IS failure comes in many forms, referred to here as modes of failure. These include 
inter alia: interaction failure (non-use of the system). (Lyytinen and Hirschheim, 1987 cited in Sauer et al., 1997)  
 
The concept of our thesis does not skip the term of IT / non-IT alignment / misalignment, but trying to find the balance 
between them, in the context of communication.  
 
 



9 

 

1.2 Problem formulation and purpose 
 
This thesis purpose is to investigate the interorganizational relationships through the lenses of the IT / non-IT relationship 
concepts, the types and quality of information exchanged via communicators. Hinssen (2011) argued that IT needs tight 
integration with the business. Alignment is not enough. Information Technology should to be embed inside the 
organizaton's body. The question is, IT professionals work as in the IT business, whether in the business of their 
organization as a whole, for example banking, insurance, administration, etc.  
 
Information is power, and it is undebatable to employ intelligently and consciously its power to drive results in company. 
Business needs the correct insights at the appropriate time that makes the differences in conducting smart decisions 
about different aspects, like workforce, strategy, projects, investments, etc.  
 
Lindkvist's (2011) idea – in short: design a unique information diet - concentrates on the need for separation an useful 
information from unvaluable one, to differ from, and to stay competitive. The researcher listed the ways that - in our 
opinion – are applicable to every business participants. They are: make everyday effort to reflect on the facts and 
information; broad the horizons, do not be myopic; observe business environment with your own eyes; surround 
yourself with long-term information; seek out to see the world from various perspectives. 
 
Eisenhardt and Sull (2001) argued that as with all effective strategies, the strategy is unique to the company. Similar 
situation we have with the alignment. Close linkage with strategy issues, let to paraphrase the researchers concept about 
design and development IT / non-IT Relationship, consists of the unique set of strategically significant processes and the 
handful of simple rules (criterias) that guide them. Uniqueness can only assume the selection of chosen criterias. 
 
The linkage, as argued by Broadbent and Kitzis (2005) have the power to make or break a business. Holistic perspective 
given by IT and business people generate better chance that IT and business will be integrated each other. If they see 
themselves as in the IT business, then there is a danger of disconnection between them. According to Hayles (2007), 
understanding the complete landscape of technology and business is essential. IT-related management has to take 
responsibility for business and education on non-IT-related issues, and non-IT-related management must to do the same 
with IT-related concerns.   
 
The models generically have simplistic approach towards complex relationships concerning on people, and human 
aspects. It needs perspectival modus operandi to manage various groups in the company, not limited to technology, 
vision, or strategy issues. 
 
Stressing the problem about uniqueness, we will not provide thesis with assessment of any complete alignment models 
or the like using selected companies or sectors. Instead of this, being supported by models and frameworks issues 
concerning on communication, skills, etc., we will complete narrow-working tool tailored to use for this thesis. 
 
Balanced approach we can try to achieve by improving communication skills, soft skills across company. The latter skills 
also referred to as "micro-social" skills argued by Muzio et al. (2007) are critical to successful project management. 
Verifying different methods to measure these skills, they examined a model that let soft skill quantification (SSQ). 
 
Corsaro and Eder (1990) examining children's peer cultures from sociological perspective about interpersonal alignment 
argued, that there is need to stop with individualistic emphasis. Such approach towards the alignment reflects to 
individual development. It is not considered to see dependency between interpersonal relationships and cultural system. 
Social structure and culture are – similarly to the alignment – ongoing processes. The authors proposed perspective, 
considering that socialization is not only a matter of adaptation and internalization, but also a process of appropriation, 
reinvention and reproduction. 
 
Mehler et al. (2010) develop a framework for modeling interpersonal alignment in terms of the structural similarity of 
the interlocutors’ dialog lexica. 
 
Sunm et al. (2005) realized about the complexity and mobility of interactions between employees through the 
frequencies of communication events and the time spent involved in each event. The researchers found two systems of 
communication: intrapersonal and interpersonal, interrupted or supported by computerized tools. 
 
Silvius et al. (2009) stated that interpersonal communication and cooperation is influenced by shared values and beliefs 
of the participants, and cultures. The researchers concluded with statement, that the future success of organizations 
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depends on their ability to innovate and improve their businesses permanently. Subsequently argued, what is debatable, 
that information technology is the key to doing towards successful future. 
 
Soetan (2008) argued that effective relationships require an appreciation of the motives and drivers behind people's 
behaviour and the ability to reconcile differences. 
 
The central questions of assessing, empirical part are: What is the level of communication in these organizations? To 
what extent this communication awareness impacts IT / non-IT Relationships?  
 
Research question number 1: What is the difference between aligned IT / non-IT relationship and misaligned IT / non-IT 
relationship?  
 
Research question number 2: How communication aspects influence the IT / non-IT relationships?  
 
Research question number 3: What are the skills and competencies required from people involved in IT / non-IT 
relationships?  
 
1.3 De-limitations 
 
In our thesis we will not investigate (we will not provide with the assessment of alignment level in any specific company) 
the maturity level of Business IT Alignment as a whole, given for example by Henderson and Venkatraman (1993). 
 
The aim of modern management of the information technology, targeted at building enterprise value, is to support the 
company’s IT strategy implementation and modification of this strategy in areas where the use of technology can help 
to build a competitive advantage. The purpose of the company should be striving to be better suited than their 
competitors. Beside Basu and Jarnagin (2008) listed companies, that have used information technology to their 
competitive advantage: Merrill Lynch, American Airlines, FedEx, Barclays, to name a few. Maira (2005) described 
aspiration alignment stated that strategy is a process of focusing on the few essentials that will enable a desired outcome 
via concentration on the few essentials that can provide advantage in a competitive world. We will not explore in-depth 
competitive issues in that thesis. 
 
Universality connotes that the relations between features of the business and information technology are a permanent 
across locations. It implies that analogous notions and behaviors correlated with alignment / misalignment could be 
relevant in all places. But in thesis we will try to elaborate, that - contrary - there is no universality in the model of 
alignment. Different types of alignment models require - what may sound like an inside inconsistently – minor or major 
adjustment, tuning, calibration, or modeling as we cross organizational size, national cultures, etc. Analyzing the 
different models you can find some common elements, common denominators. We will focus on thesis on the aspect 
of communication, which is concomitant essential feature of every interpersonal relationships. 
 
According to Kim et al. (2010) business ecosystem consists of a large number of loosely interconnected companies that 
one dependent on one another. Beside, we listed strategic interdependency as one of the synonyms of IT / non-IT 
Relationship, and recognized interdependent approach as anything mutually dependent, this thesis will not develop 
ecosystematical problem, related to the business tightly / loosely link with information technology. It could be further 
examined, encapsulating it in one company, for instance multinational enterprise, the concept of business ecosystem, 
typically describing and relating to connected different companies. 
 
There are some limitations of the thesis' research aspects. Proposed conceptualization is based on the cross-sectional 
data from the Polish companies, while longitudinal approach is more appropriate in receiving essential conclusions 
regarding alignment / misalignment issues. 
 
Whilst the sample in our thesis is relatively small, the results rate replication with a larger sample. It could generate 
assessment of the validity of used metrics / variables to detect the presence of Interpersonal Alignment or conversely, 
Misalignment. The sample included companies of various sizes and structures. Even though in this thesis we focused on 
IT / non-IT relationships investigated in selected areas, we believe that suggested method could be applied to different 
domains.  
 
In our thesis, we will measure and present the response of IT-related and non-IT-related subordinates, and respectively 
IT-related / non-IT-related management, but we will not draw conclusions, and we will not evaluate mutual dependence, 
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the collision of response of these two groups, in the sense of aligned / misaligned relationship. The aim of our thesis is 
not to analyze what Corsaro and Snehota (2011) described as "a fully aligned state, and moderately misaligned state, 
and substantially misaligned state and a complex misaligned state," because it goes beyond the assumptions of our 
research, and a deeper analysis states in a contrary to the chosen direction of research. 
 
1.4 Thesis’ structure 
 
In the introductory chapter will be described the background of the research problem in the field of business 
communication, with emphasis on the impact of that on the relations between IT and non- IT. We will define the 
nomenclature which describes the problem. 
 
In the chapter will be described theoretical discussions about the gap between the two spheres of life of the business, 
IT and non-IT. Issues concerning the level of satisfaction and communicating skills will be shown in the context of models. 
 
In the methodological chapter will be presented inter alia the questionnaire, the research process and the way of data 
collection. 
 
In the fourth chapter, we will describe the results of research work. 
 
In the fifth chapter we will conduct a detailed analysis of the collected material research. 
 
In the sixth chapter we will collect findings and implications arising from the analysis of the research. 
 
In the seventh chapter we will dedicate the space to present opportunities for further scientific research associated with 
analyzed sphere of business.  
 
1.5 Definition of key words and key phrases 
 

Alignment assessment – the approach to assess alignment based on specific context. (Gutierrez and Serrano, 2008) 
 
Alignment in communication – interdisciplinary concept, associated with interpersonal matching and dialogue. 

(Mehler et al., 2010) (Riel et al., 2009) 
 
Communication climate - the way of communication adopted in a particular business environment.  
 
Communication Quotient (CQ) – type of intelligence. (Service, 2005) 
 
Communication satisfaction – the result corresponding to fulfilled objectives and expectations of communication.  

(Goodboy et al., 2009) 
 
Communication Satisfaction Questionnaire (CSQ) – tool to assess the level of satisfaction related to communication. 

(Gray and Laidlow, 2004) (Zwijze-Koning and Jong, 2007) 
 
Communication competence – the factor correlated to the result of relationship between supervisor and 

subordinate’s outcome, and the satisfaction of employee (Madlock, Employee Satisfaction: An Examination of 
Supervisors’ Communication Competence) 

 
Communication skills – skills, which could be described as personal and social competence (interpersonal).  
 
Employee alignment – the consistency is key when it comes to stimulating workforce alignment. (van Riel, 2008) The 

notion of fit generally and goal congruence specifically support the importance of employee alignment. (Boswell, 2006) 
 

Employee communication (internal) - multidimensional construct, that augments perceived external prestige and 
helps explain employee identification. (Smidts et al., 2001) According to the study provided by www.fei.org (2006) and 
conducted by Watson Wyatt Worldwide, effective employee communication is linked to a generally stronger financial 
performance. 

 
Failure, expectation failure – “the inability of an IS to meet a specific stakeholder group’s expectation.” (Sarosa and 
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Zowgin, 2005) 
 
Flexibility – the factor supporting the alignment. (Jorfi et al., 2011) 
 
Individual behaviors – the effect of direct and indirect actions conducted by management. (Edwards, 2000) 
 
Information flow – (Herbsleb, 2007) “At the company level, information is considered a critical tool and an essential 

asset (…) A healthy information flow is an indication of a healthy ecosystem (…) IT is generally recognized as a valuable 
instrument for creating, storing, and transferring information capital.” (Kim et al., 2010) 

 
Interpersonal alignment – the effect of interpersonal relationships analyzed from the perspective of linguistic factors 

(Mehler et al., 2010) 
 
IT / non-IT Misalignment - occurs when operational initiatives are not in sync with the defined key outcomes of the 

organization. (www.methodframeworks.com) 
 

Organizational communication – the communication viewed and recognized from two different perspectives, 
emotional and rational. (Kangasharju and Nikko, 2009) 

 
Soft Skills Quantification (SSQ) - model to assess the maturity of soft skills (Muzio et al., 2007) 
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2. Theory 
 
2.1 Communication 
 
In order to make organizational strategies discussed by the management had meaning and significance, employees must 
be aware of it (Harvey, 2006, Boswell, 2006), understand it and identify with its objectives. Service (2005) stated, that 
communication is the backbone of leadership and management. The frequency and diversity forms of transmission the 
business strategy ensures that the information will be properly decoded by recipients, thanks to which the 
communication process will be efficient and effective.  
 
The message may require repeatability, because communication occurs exclusively when the information submitted, will 
be understood in the way in which the sender information it sent. As Service (2005) argued: keeping secrets is no longer 
an option, because when we do this we most often keep secrets from people within our own organization, which leads 
to performance failure. Through effective communication before, during and after you implement - overall, or changes 
to - organizational strategy, management has available committed workforce, able to effectively support the goals of the 
company. This is not an easy task in a situation where participants in the process, there are many different specialists.  
 
The organization could in the first place to look for media communication inside the company (such as newsletters, e-
mails, or intranet), which allow to minimize the involvement of external resource. (Scholey, 2007) The discussion about 
the imposition of strategy of the company on structure may apply to all employees. If internal communication methods 
are insufficient, the company should engage external resources to get the right effect. When planning a communication 
strategy, decision-makers must find its balance between efficiency of the process and its costs. The variety of 
communication methods should ensure spread the information and correct decoding of communication content.  
 
The communication in a wide sense, is related to support, because it touches issues, which occur on several sides of the 
business, which means that there is a need to align metrics and processes. It affects the organization multidimensionally, 
because having deeper knowledge about the performance and efficiency, we can move forward, beyond matching 
objectives. Modeling the appropriate attitudes, we can utilize efficient communications as a business tool, designed to 
increase the profitability of the company.  
 
In this thesis, we examine the link between communication and the relationship of IT / non-IT. Information systems are 
essential to the functioning of the company, so that their users must complete to receive up to date information 
regarding the functionality of systems, both their limitations and capabilities of. It is noticeable that IT-related part of 
the business drives efficient and effective communication.  
 
The transmission of information has to be held in two directions. As an example we present a model of two-way 
communication (Riel et al., 2009) developed by Robert W. Service (2005). (Table 1) 
 
The combination of incoming and outgoing messages, will provide all the actors of the process, immediately - based on 
the identification of needs - interaction. That bi-directional transmission is based on personalized message, generating 
a sense of security to all participants. The integration of the entire process within the company, gives the ability to 
monitor traffic permits to serve as a robust tool to analyze the results and effectiveness of the company to provide fast 
and effective feedback to all interested, and on many fronts. The bi-directional communication provides a personalized 
and direct interaction with other co-workers, based on processed in real time, a message. The practical side of such 
solutions provides also with a base of keywords and predefined answers. The two-way communication is crucial in the 
cooperation within the business, in which both parties should require that their messages were received and appreciated 
properly, to avoid for instance discrepancies or disputes.  
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Table 1. Model of two-way communication. Source: Service (2005, p. 110) 
 
Reich and Benbasat (2000) examined how inter alia shared domain knowledge between business and IT executives could 
influence alignment. In our thesis we will not limit studied respondents to only executives. There is a crucial need to 
analyze a company as a whole, to assess the social attribute of alignment / misalignment.  
 
Employees representing the IT should possess the skills to easily communicating with a non-IT, and vice versa. 
Communication quotient, that kind of intelligence defining the degree of advancement of skills to communicate with 
others can be assessed and trained eventually. Service (2005) concentrated his research on two groups of specialists, IT 
and IS.  
 
The communication can take place in both verbal and electronic level. The individual or group interdisciplinary meetings 
- organized or ad hoc - should be supplemented systemically, by communicating processed via electronic systems.  
 
2.2 Communication satisfaction 
 
The modern, satisfying internal communication between the widely understood company and employees is possible 
when the latter receive valuable messages and necessary - constantly updated - knowledge about the functioning of the 
company, current projects and jointly developed success. It gives a sense of shared responsibility for the company, co-
create it, and through it - raises the emotional community and contribute to an effective, dedicated work and good 
relationships in the team, among individuals. (Downs-Hazen, 1977) The good communication and the swift cooperation 
can be defined as the matching between attributes of information systems and the organizational settings (business 
processes, strategy, and environment to name a few).  
 
The effective internal communication affects the aspects of the company's strategy. Free flow of information and 
knowledge among employees is sometimes insufficient as it needs to be focused on specific goals, building desirable 
attitudes and satisfying the specific needs of employees, whose efficiency is quantifiable and measurable. Tsai et al. 
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(2009) examined the relationship of communication satisfaction to job performance, and found, that the first one was 
positively related to job accomplishment.  
 
The degree of satisfaction with the communication can decide whether it is support for the realization of business 
strategy, or obstacle. The decisive factor is aware of and appreciated the importance of communication, a management, 
taking an active part in the processes of communication. The management is a key participant in the process of internal 
communication within the company by setting goals of business, defining the mission and vision, authenticate value. 
(Riel et al., 2009, van Riel, 2008) Taking a position on the company’s discussion becomes a participant in the company. 
Another link are managers, because skillful communication is a key tool in fulfilling managerial functions, which deal 
with the posting, controlling and motivating. (Goodboy et al., 2009) The immediate supervisor is the most important 
source of information about the company and its credibility and authority depend on communication skills. The support 
for managers should be department or person responsible for communication. The role and responsibility of the 
department or person to provide proper communication processes, support in information modeling, building specific 
culture of the organization, providing the optimal mix of tools and advice to managers at all levels of management. The 
last part of the puzzle that are developed ways to give feedback to the employees. Communication down the structure 
is simpler than upward communication structure. The latter requires a culture of openness and consent to the sharing 
of unpopular opinions. Access to this information can protect the company against potential crises, streamline processes, 
and through constructive discussion influence the atmosphere at work.  
 
To support management’s role in communication within company, we would cite some questions provided by Hamm 
(2006): What needs to happen today so that we can get where we want to go?; Where is there confusion in my company?; 
What vague belief or notion can I clarify or debunk today?; What have I not communicated completely or clearly?; What 
kinds of things are people taking for granted? All of them are about communication / miscommunication, which can 
occur on daily basis within the company.  
 
Communication satisfaction is seen by Downs, Hazen, Quiggens and Medley (in Clampitt and Downs 1993, 2) as a 
multidimensional concept as opposed to a one-dimensional. This means that employees are not merely satisfied or 
dissatisfied with communication in general, but can express varying degrees of satisfaction about definite categories or 
types of communication. (Meintjes and Steyn, 2006) Smart organization will employ its ability to use IT-related factors 
either supportively or strategically.  
 
2.3 Communication skills  
 
Communication skills belong to soft ones, beside the hard (knowledge, experience), language and cognitive (efficiency 
of acquiring and processing information). Soft skills are increasingly valued by employers because they are essential to 
the proper functioning in the workplace (for example ability of verbal and nonverbal communication, assertiveness, 
empathy, cooperation skills, problem solving, and self-presentation).  
 
It is generally agreed today that these skills make us social beings and determine the ability to interact with other people. 
 
Chan et al. (2007) stated, that typical IT person lacks good communication skills, which result in gap between business 
strategy and IT strategy in the organization. (Rathnam et al., 2004-2005). Van Riel et al. (2009) described these skills as 
one of the components of strategically aligned behavior. Almost 90% of interactive human speech communication uses 
nonverbal communication skills. (Campbell, 2002 cited in Service, 2005)  
 
Core Skills - Required for All Concentrations: knowledge of business functional areas, ability to interpret business 
problems and develop appropriate technical solution, ability to understand the business environment, knowledge of 
specific industry, ability to work collaboratively in a team project environment, ability to develop and deliver effective, 
informative and persuasive presentations, ability to plan, organize, and lead projects, ability to plan, organize, and write 
technical manuals, documentation, and reports. (Proposed Information Systems Curriculum Matrix by Noll et al., 2002) 
(Ingason and Jónasson, 2009)  
 
Communicating with others is an essential skill in business accomplishment. Poor communication (Fischer and Stocken, 
2001) is a part of project or implementation failures. Hamm (2006) argued to “keeping communications brief and to the 
point” (Luftman and Brier, 1999) will allow us to avoid the situation, in which “people imagine all kinds of motives”, and 
“precious time is wasted, rumors abound, talented people lose their focus, big projects fail.”  
 
A reliable employee is able to take responsibility for its behavior, acquire the professional knowledge independently, 
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share it with others and use its powers and creativity to solve problems arising from the tasks assigned to it. What is 
worth to emphasize, that surveys conducted among employees do not encourage them to reflect on their own work and 
behavior, nor does it enable to reach the hidden and potentially dangerous phenomena that should motivate people to 
learn and identify necessary changes across the company. The development and learning within the company, can and 
should take place on the principle, for instance, on the one hand, typing from among the most employed workers, a 
mentor, and on the other, to motivate everyone to share their knowledge and experience by developing their 
communication skills.  
 
Relationships in the business world can be compared to a confrontation that have a bearing on financial transactions, 
built on mutual trust. Problems and proposed solutions for one- or two-sided form of cooperation are inherent in the 
business. Depending on the degree of satisfaction of both parties to the transaction, we can to wonder in which way 
reciprocal relationship evolves, in which direction will develop or, conversely, it dies. The satisfaction in a business, 
among others, will affect the outcome of interpersonal communication.  
 
2.4 IT and non-IT Relationship. Models.  
 
When the Information Technology entered the enterprises, was dominated by simple and independent applications 
insular to support the key areas of activity. Then we had to deal with monolithic systems, complex, integrated systems. 
Currently the IT returns partially to the starting point and moving towards service-oriented architecture. We will present 
a short overview about existing models of alignment, and description of their practical use, by checking their adaptation 
to the needs of business spheres. 
 
The first model, which we will describe is the alignment diagnostic profile (ADP), deployed by Prieto and Carvalho (2011). 
The alignment diagnostic profile (ADP) tool enables organizations to show visually their degree of strategic alignment. 
The results indicate that the ADP enables organizations to understand the steps required to improve their level of 
alignment and to identify and locate gaps and conflicts. 
 
Another tool is the AC²ID Test deployed by Balmer and Greyser (2002), which can assist senior company management in 
researching, analyzing, and managing corporate identities. It can also help in navigating the company through the 
complexities of identity change and realignment. 
 
Unified framework Maes (1999) and Maes et al. (2000) enhance the SAM, producing the unified framework that 
incorporates additional functional and strategic layers into the model to reflect the current need for information and 
communication. (Avison et al., 2004) 
 
The starting point for discussion in this section was to realize, that – especially when the company purpose is the 
fundamental shift in thinking - one of the challenges for ongoing IT / non-IT relationship is that the business is a moving 
target, as stated by Slater (1999).  
 
DeLisi and Danielson (2007) supported their article “A Research Study of IT Alignment” with sample interview questions, 
which cover and enable researchers to explore the issue connected to IT / non-IT Relationship, assess in short, the size 
of possible gap. Sample Interview Questions contain the following: How do you define IT alignment? What does it mean 
to you? How do you align IT? What is the process used? Is your alignment successful? Why or why not? How do you 
know it was successful? Did any new IT initiatives result from the process? What was the value-add of your IT alignment 
process? Competitive differentiation? New products and services? Revenue growth? Greater profitability? Innovation? 
Other? Do you participate in the corporate strategic planning process? How? What portion of the corporate strategy do 
you align with and why? Is your corporate strategy clear? Focused? Are the goals clearly stated? Is your IT alignment 
multiyear, for a single year, or for a portion of a year?  
 
The comparison of questions used by different models will not be provided in our thesis. The reason for citing the 
interview questions stated by DeLisi and Danielson (2007) was to show the simple way to disclose the level of maturity 
of relationship between IT and non-IT. It is crucial to note, that in our opinion, there is no ”simple instrument to measure 
IT-Business alignment maturity” as argued by Khaiata and Zualkernan (2009), because “the survey instrument has only 
been applied to one company so far,” which reveals its possible limitations.   
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2.5 IT and non-IT Relationship. The elements revealing the degree of alignment / 
misalignment 
 
This section will provide a description of identified several gaps, shortcomings or signs of misalignment, together with 
possible remedies.  
 

Author and Concept Gaps / Shortcomings / Signs or Symptoms of Misalignment 

Luftman (2003) indicated several existing symptoms of 
misalignment from both sides, dividing the participants 
to enablers and inhibitors 

Poor understanding between IT and business; frequently 
fired IT managers; high turnover of IT professionals; fre-
quent IT reorganizations; lack of vision/strategy; lack of ex-
ecutive interest in IT; no communication between IT and the 
users; projects that often are cancelled, late, or not used; 
users' complains; IT stuff not familiar with the business pri-
orities.  

Rathnam et al. (2004-2005) (Appendix 2) 

http://www.jrothman.com/2008/04/five-warning-signs-
of-misalignment-between-it-and-business-strategy/ 

Lumping all the business stakeholders into one category: the 
business; There is no pictorial description of the system; The 
various business stakeholders can only see work in progress 
when the product is formally released; Developers and test-
ers don’t have enough domain expertise to adequately cre-
ate and test the system; Inadequate data gathering and ex-
planation to the various stakeholders.  

www.zdnet.com 

Business managers may seek certain software features or 
capabilities that are just unrealistic from a technical stand-
point; IT doesn't pay sufficient attention to timeframes and 
requirements essential to strategic business operations 

 
Table 2. The elements revealing the degree of alignment / misalignment.  
 
In the context of misalignment, there is a reasonable way to study the issue from the perspective of strategy. The 
planning is an ongoing process, and might – or even should to – dictate change from time to time, in order to adjust for 
a changing micro- and macro-economic environment. The possible mismatched opportunity can be related to the 
product, which was aligned with a plan, when it was introduced. Considering changed climate and strategy, the same 
product, without continuous improvements, may not be compatible with current scenario. The other possible 
interpretation or ascertainment might be, that the product has never satisfied the company's strategic requirements, 
and could be described as creating the confusion for customers.  
 
Turning now to the question of different levels of alignment’s maturity, it is worth noting - after Frank Coster’s blog 
(https://businessitalignment.wordpress.com/) that cited www.forcefive.nl (De IT organisatie van de toekomst) – the five 
levels of maturity: (1) business and IT represents two different spheres, unconscious of reciprocal reliance; (2) Both 
spheres are becoming active in their mutual relations, recognizing the interpenetration of activities. Non-IT-related 
expects flexibility of IT-related, and the latter impose architecture and standards; (3) Non-IT-related perceives IT-related 
as a support in the execution of business goals. Both spheres are actively involved in the creation of processes and 
requirements, being aware of bringing the added value; (4) Possible debate to accomplish compromises, which 
counteracts conflicts, and sharing processes that ensure realization of interests of each sphere; (5) IT-related becomes 
part of processes shaped by non-IT-related, similarly to marketing and communication, which are sharply matched to 
business targets. Bearing in mind the previous stages, and because each stick has two ends, a non-IT-related might 
become a part of IT-related processes. With regard to the above, it should be stressed that IT-related issues are core to 
the business (non-IT-related). The fundamental feature of this argument is a relationship with customers and suppliers, 
conducted and developed by both, IT-related and non-IT-related. Scientifically and practically speaking, modern business 
tendencies are transforming the look of communication connections.  
 
Described stages of development in the relationship between IT-related and non-IT-related are possible - as will be 
indicated in the later part of the research work - through a common, open dialogue, or communication between these 
two spheres.  
 
According to Hefner (2003) there is no easy way to achieve alignment. The most effective strategies do however involve 
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constant assessment and realignment with an appropriate balance of effectiveness, efficiency, and control. In the 
publication by Rathnam et al. (2004-2005) (Appendix 3) and Upton and Staats (2008) we can find the possible recovery 
plans and solutions how to minimize gaps.  
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3. Methodology 
 
Multi-method approach that we adopted is advantageous, because allows plural perspective with: different sources of 
data, methods, perspectives; discovering paradoxical factors stimulating for example further studies; expanding studies' 
field to take in contextual aspects of the locus. We will rely on multiple sources of evidence. (Yin, 2009) Triangulation 
will provide cross-validation, aligning different methods. 
 
 Research method 

Qualitative Quantitative 

Research 
stage 

Research 
design 

Literature 
review 

Interviews Theoretical 
background 

Elements of 
case study 

Web-based 
questionnair
e 

Statistical 
analysis 

Up-to-date Qualitative ■ ■ ■    

Recognition Qualitative ■ ■ ■    

Analysis Quantitative     ■ ■ 

Validation/ 
Implications 

Qualitative ■ ■  ■   

 
Table 3. Research methods employed during various stages.  
 
The thesis purpose and research process' conceptualization: selection of the test method and test direction. 
Familiarization with the evaluation process. Identification of the key aspects affecting interpersonal relationships at 
various levels within the company; selection of soft skills (Appendix 10); communication satisfaction aspects (Appendix 
9); alignment and effectiveness of IT issues (Appendix 8); collection of answers from targeted groups (management and 
subordinates) and (IT-related and non-IT-related) with emphasis on graspable knowledge about communication aspects' 
maturity of IT / non-IT Relationships in the cooperating companies; approval and compilation of the results / 
observational data; response rate: 81 usable questionnaires; analysis of the gathered from the questionnaire, results 
and experienced information. Cronbach's Alpha to test reliability; during investigation the results accessible to all 
participants.  
 
3.1 Web-based questionnaire 
 
To provide with answers to the research questions stated in thesis, we conducted an analysis of questionnaire data, 
collected via self-administered, electronic survey. 
 
Choosing among different types of electronic questionnaires, we considered various advantages and disadvantages 
provided by Downing and Clark (2007) and concerning on anonymity, risk of multiple and unauthorized submissions, 
opportunity to track the respondents, respondents receive an email invitation to participate, possibility to put comments 
from surveyed side, or respondents' identification, and embedded analytic tools (statistics analyses, in-product, and 
export data). Instead of using the internal servers possessed by investigated companies, we employed third-party 
provider, which hosted the questionnaire. 
 
The main tool that we used to gather information, needed for practical part of thesis, was http://www.ankietka.pl/ 
(similar tool that provided by www.surveymonkey.com) and account's type Premium, that allowed us to create and 
provide different types of questions via web-based questionnaire to selected respondents. The questionnaire contained 
following types of issues: multiple choice (with the possibility to select one or more answers), matrix (one and a few 
answers in a row to choose), ranking, open-ended, form, and the scales (questions of the scroll bars), with additional 
opportunity to put descriptive blocks among the questions. 
 
Constructing the questionnaire we used Likert-type scale (Likert, 1932), that typically employing five following levels of 
possible answers: Strongly agree; Agree; Neither agree / disagree; Disagree; Strongly disagree, or highly satisfied; 
satisfied; neither satisfied / dissatisfied; dissatisfied; strongly dissatisfied. Additionally we used closed questions, with 
Yes; No; and Not applicable answers. 
 
To avoid loaded or leading words or questions, misplaced questions, mutually non-exclusive response categories, 
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nonspecific questions, confusing or unfamiliar words, forcing answers, non-exhaustive listings, unbalanced listings, 
double barreled questions (http://www.questionpro.com/resources/surveywriting.html), we pretested the 
questionnaire, receiving detailed feedback (regarding content, range, and overall look). Needed amendments were done. 
 
Downing and Clark (2007) argued that the electronic surveys provide a faster response time, but a lower response rate, 
than the questionnaires sent via e-mail. 
 
In our opinion, there is no question how to communicate during crisis, failure, decline, etc. or after that. It is challenge 
and crucial to verify different elements of organizational interchange of ideas, concepts, opinions, or information given 
and provided verbally or nonverbally by speech, writing, or signs during stable time, to think and know how to prevent, 
instead how to recover. To achieve balance approach we have to write new scenarios every day, observing and learning 
from cases, which happen around us. 
 
Having no various alternative scenarios in confrontation with constantly changing economic circumstances, impacting 
the companies in different ways, the executives will create uncertain environment, which increase tension among 
employees. Employers have to reshape or create communication aspects about organizational performance and 
integrity to alleviate employees’ doubts and increase trust. 
 
Companies, which provide measurement about communication aspects, its effectiveness in challenging times, amend 
employees' involvement and productivity. 
 
Initial survey was developed from various, related-items surveys and previous experienced interviews with managers 
representing different companies and sectors. It was used to set of questionnaire issues, developed accordingly to the 
thesis’ factors, then the problems were finally reviewed to get consistent approach. 
 
Watsonwyatt surveyed in 2008 senior communicators in companies across a broad range of industries to learn how they 
are communicating with employees relative to the financial crisis. In our thesis, we adapted those questionnaire to 
create other, tailored to our elaboration's specificity. 
 
The list of characteristics measured by the SSQ model we adopted with changes, from Muzio et al. (2007) 
 

Original items - attribute Items adjusted for the master thesis 
Items included / excluded in master the-
sis 

 

 
Do you agree that your current position re-
quires …  

 
Accountability for Others  excluded due to length of questionnaire 

Conceptual Thinking 
… the ability to analyze hypothetical situations 
or abstract concepts to compile acumen? included, with changes 

Conflict Management 
… the ability to resolve different points of view 
constructively? included 

Continuous Learning  excluded due to length of questionnaire 
Customer Focus  excluded due to length of questionnaire 

Decision-Making 
…the ability to analyze all aspects of a situation 
to make decisions? included, with changes 

Developing Others  excluded due to length of questionnaire 
Diplomacy and Tact  excluded due to length of questionnaire 
Empathetic Outlook  excluded due to length of questionnaire 

Flexibility 

…the ability to readily modify, respond to, and 
integrate change with minimal personal re-
sistance? included 

Goal Achievement 
…the overall ability to set, pursue, and attain 
achievable goals, regardless of obstacles? included, with changes 

Influencing Others  excluded due to length of questionnaire 
Interpersonal Skills  excluded due to length of questionnaire 
Leading Others  excluded due to length of questionnaire 
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Objective Listening  excluded due to length of questionnaire 
Personal Accountability … personal accountability? included, with changes 
Planning and Organizat-
ion  excluded due to length of questionnaire 
Problem Solving  excluded due to length of questionnaire 
Resiliency …the ability to quickly recover from adversity? included 
Results Orientation  excluded due to length of questionnaire 

Self-Management 
…the executive ability to prioritize and com-
plete tasks? included, with changes 

Self-Starting  excluded due to length of questionnaire 

Teamwork 
…the ability to cooperate with others to meet 
objectives? included 

 
Table 4. The original list of characteristics measured by the Soft Skills Quantification model (Muzio et al., 2007) 
adapted for self-assessment part concerning on important skills and competencies required for IT-related and Non-IT-
related positions.  
 
We partly inspired by Luftman's (2000) and approach towards communications aspects, providing needed adjustments, 
accordingly to our thesis research problems. While creating a questionnaire we relied (adjusted) on the existing models 
and sets of questions, based on identified by theorists and practitioners effects of mismatch. (Table 4) 
 
3.2 Research process 
 
A literature review was based on a set of academic and specialists’ sources after specifying following keywords, using 
free text and a clearly defined subject topic (Saunders et al., 2009): misalignment, alignment, IT / non-IT misalignment, 
IT / non-IT alignment, alignment models, communication satisfaction, soft skills. Searching, we tried information 
gateways, which were like „fork in the road” in our process. All references were chose and positioned based on the 
search results provided by the general and specialized search engines. General search process provide us with more than 
250 papers, which consisted on the alignment / misalignment field. Subsequently we selected documents using in-depth 
analysis, which gave us relevant and cited literature. 
 
Unavailable references that we did not read directly for ourselves we used as secondary sources (second-hand 
references).  
 
3.3 Data collection 
 
We will partly replicate - with needed adjustments - method provided by Zwijze-Koning and de Jong (2007), whose 
examines the Downs-Hazen tool, Communication Satisfaction Questionnaire (CSQ) setting its results with that collected 
via Critical Incident Technique (CIT). 
 

Original items Items adjusted for the master thesis 
Items included / excluded / added in master 

thesis 
 

 How satisfied are you about …  
 

Personal feedback 

Information about how my job compares with 
others  excluded, due to length of questionnaire 

Information about how I am being judged … information on how you are being evaluated? included, with changes 
Recognition of my efforts  excluded, due to length of questionnaire 

Reports on how problems in my job are being 
handled 

… feedback on how problems in your job are be-
ing handled? included, with changes 

Extent to which my superiors know and under-
stand the problems faced by subordinates  excluded, due to length of questionnaire 

General organizational perspective 

Information about company policies and goals  excluded, due to length of questionnaire 
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Information about government action affecting 
my company  excluded, due to length of questionnaire 

Information about relations and unions  excluded, due to length of questionnaire 

Information about company profits and financial 
standing  excluded, due to length of questionnaire 

Information about accomplishments and/or fail-
ures of the company 

… information on the accomplishments or fail-
ures of the company? included, with changes 

Organisational integration 
Information about my progress in my job  excluded, due to length of questionnaire 

Personnel news  excluded, due to length of questionnaire 

Information about departmental policies and 
goals 

… information on the organizational policies and 
goals? included, with changes 

Information about the requirements of my job … information on the requirements of your job? included 
Information about employee benefits and pay  excluded, due to length of questionnaire 

Relationship with supervisor 

Extent to which my supervisor listens and pays 
attention to me  excluded, due to length of questionnaire 

Extent to which my supervisor offers guidance for 
solving job related problems  excluded, due to length of questionnaire 

Extent to which my supervisor trusts me  excluded, due to length of questionnaire 

Extent to which my supervisor is open to ideas  excluded, due to length of questionnaire 

Extent to which the amount of supervision given 
to me is about right  excluded, due to length of questionnaire 

Communication climate 

Extent to which company communication moti-
vates and stimulates an enthusiasm for meeting 

its goals  excluded, due to length of questionnaire 

Extent to which people in my organisation have 
great ability as communicators 

… the people at your organisation having the abil-
ity to communicate? included, with changes 

Extent to which the company's communication 
makes me identify with it or feel a vital part of it  excluded, due to length of questionnaire 

Extent to which I receive on time the information 
needed to do my job 

… receiving the information needed to do your 
job on time? included, with changes 

Extent to which conflicts are handled appropri-
ately through proper communication channels 

… problems being handled appropriately through 
proper communication channels? included, with changes 

Interdepartmental communication 
… having a problem, the different departments 

communicate well together to solve it? added 
Horizontal informal communication 

Extent to which the grapevine is active in our or-
ganisation  excluded, due to length of questionnaire 

Extent to which horizontal communication with 
other employees is accurate and free-flowing 

… horizontal communication with other employ-
ees being accurate and free-flowing? included 

Extent to which communication practices are 
adaptable to emergencies 

… communication practices being adaptable to 
emergencies? included 

Extent to which my work group is compatible  excluded, due to length of questionnaire 

Extent to which informal communication is active 
and accurate  excluded, due to length of questionnaire 

Media quality 

Extent to which the company's publications are 
interesting and helpful  excluded, due to length of questionnaire 

Extent to which our meetings are well organised  excluded, due to length of questionnaire 

Extent to which written directives and reports are 
clear and concise  excluded, due to length of questionnaire 
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Extent to which the attitudes toward communica-
tion in the company are basically healthy  excluded, due to length of questionnaire 

Extent to which the amount of communication in 
the company is about right  excluded, due to length of questionnaire 

Relationship with subordinates 

Extent to which my subordinates are responsive 
to downward directive communication  excluded, due to length of questionnaire 

Extent to which my subordinates anticipate my 
needs for information  excluded, due to length of questionnaire 

Extent to which I do not have a communication 
overload  excluded, due to length of questionnaire 

Extent to which my subordinates are receptive to 
evaluation, suggestions and criticisms  excluded, due to length of questionnaire 

Extent to which my subordinates feel responsible 
for initiating accurate upward communication  excluded, due to length of questionnaire 

 
Table 5. The original Communication Satisfaction Questionnaire (Downs-Hazen, 1977) items compared with the items 
adjusted for the master thesis from method by Mueller and Lee (2002), Meintjes and Steyn (2006), and issues added 
by Zwijze-Koning and de Jong (2007).  
 
We will not decompose different alignment models, to filter communication-related issues, and support them with the 
CSQ.  
 
Zwijze-Koning and de Jong (2007) employed seven-point scale, whilst we will ask our respondents to give their opinion 
on previous determined communication problems using five-point Likert scale, that gives possible answers from 1 (very 
dissatisfied) to 5 (very satisfied), and from 1 (totally disagree with) to 5 (totally agree with). 
Another adopted survey was provided by Maier et al. (2006b), concerning on ‘Information needs’ grid sheet. 
Subsequently, we incorporated via simplification, to our thesis, given by Maier et al. (2006a) the questionnaire about 
Awareness sheet of the ‘communication grid’. 
 
The CSQ consisted of the questions developed by Downs and Hazen (1977), covered the following topics: explanation of 
policies, in answer to employee question; understanding what is expected of one in job performance; advance notice of 
changes, through official sources; freedom to make suggestions to superiors; adequacy of information on those company 
matters regarded by the receiver as relevant to him; extent to which important information is obtained from sources or 
media preferred by the receiver; freedom to make complaints, to "sound off"; accessibility or approachability of 
superiors; degree to which supervisor makes an effort to understand feelings and problems of subordinates; degree to 
which supervisors express appreciation of good performance by subordinates; degree to which higher officers or 
managements are open and willing to initiate communication. 
 
Zwijze-Koning and de Jong (2007) added another questions about the following two topics: top management 
communication; interdepartmental communication, including as well two questions to measure overall job and 
communication satisfaction. 
 
Meintjes and Steyn (2006) verified applicability of Downs and Hazen's CSQ model in the South African scholar context, 
that as argued by the researchers can be used in various environments, like business. In our thesis, we adopted partly 
their reconstructed model. (Table 5) 
 
The main issue of the provided questionnaire was to capture view into representative samples of communication 
practices at the organizational participants / persons who work with another and to recommend feasible corrective 
actions. From the company's side, it was crucial to raise awareness of communication items within all involved persons. 
We administered web-based questionnaire to obtain structured data. We am planning to collect relevant and detailed 
answers from our respondents, conducting simultaneously different channels, like live chat, and telephone interviews, 
to achieve a better understanding of the problems regarding the relationships among respondents. 
 
To analyze data we employed a software that can gather and elaborate answers, generating matrices, etc. A service 
offers inter alia the opportunity to: refresh gathered answers in real-time, presentation of results in numerical and 
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graphic form (bars), filter results according to established criteria, and possibility to create the cross tables. 
After completing web-based questionnaire, we will provide our respondents with a roster of all the participants, even 
though Premium account has no option to create and manage lists of respondents. To reduce failures, we asked our 
respondents to revive interacted situations, cooperation that occurred recently or on the same day, when we took the 
questionnaire. 
 
In the questionnaire, questions comprised a broad cluster of problems including areas - to mention a few - such as: 
alignment / misalignment, talent, performance, business culture, learning issues, personal experiences, professional 
satisfaction, and benefits. Demographic items were also asked of the questionnaire participants, including the agency 
the respondent worked for, the agency subunit, supervisory status, gender, and race. 
 
We will send invitations to our respondents for filling the questionnaire on various days of the working week to avoid 
disproportion in answers having a significant synergy effect. 
 
To provide objectivism - confirmability is a synonym for objectivity (Miles and Huberman, 1994 cited in Remus and 
Wiener, 2010) - into thesis it should be better to observe our respondents after initiatively provided questionnaire, to 
recognize how and to what extent – if – they changed their attitudes in both informal and formal aspects. (Table 6) 
 
The greatest risk is the reluctance of employees to change. To avoid this, they should be involved in improvement. 
 
Advisers, trainers and software vendors will not introduce changes for the organization. All persons involved must want 
to („change desire”) and put effort into learning, change and its fixation. Advisers, trainers can help you in specific, more 
difficult issues because of the experience and can moderate our efforts. 
 

Original questions Items adjusted for the master thesis 
Items included / excluded / added in 

master thesis 

 

 
Express your personnal opinion about subse-

quent issues regarding your organization:  

 

 
Do you agree that IT and business are mutu-

ally dependent? added 

 

To which extent the diversity of business lan-
guage from technical language affects the 

quality and speed of communication within 
the company? added 

Are our IT projects delivered on time, on 
budget and with IT functionality that is pre-
cisely what was requested (with appropriate 

modification) to gain desired business re-
sults? 

How satisfied are you about IT projects: deliv-
ered on time, on budget and with IT function-
ality that is precisely what was requested to 

gain desired business results? included, rephrased 

Do our IT systems run smoothly and reliably? 
Do you agree that IT systems run smoothly 

and reliably? included, rephrased 

Does our applications portfolio contain re-
dundant applications that perform the same 

or similar functions?  excluded, due to length of questionnaire 

Does our IT organization fully understand 
business priorities? 

Do you agree that IT department fully under-
stand business priorities? included, rephrased 

Are the priorities of our IT projects aligned 
with business requirements? 

How satisfied are you about the fit of IT pro-
jects with business requirements? included, with changes 

Does business actively participate in IT pro-
jects and investments? 

Does business actively participate in IT pro-
jects and investments? included 

Do our IT systems provide business with the 
right information, in the right form, at the 

right time, in the right place? 

Do you agree that IT systems provide busi-
ness with the right information, in the right 

form, and at the right time? included, with changes 

 

Do you agree that IT should to use metrics 
that display to which extent technology is af-

fecting the business? added 

 

Do you agree that business sometimes seek 
certain software features or capabilities that 
are unrealistic from a technical standpoint? added 
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Table 6. The original list of questions for initiate assessment the alignment and effectiveness of Information 
Technology by Shpilberg et al. (2007) adapted for self-assessment part for IT-related and non-IT-related personnel, 
plus issues added via inspiration from Luftman and Brier (1999).  
 
3.4 Validity.  
 
The base of research study is the collection of data in order to prove / disprove / test / develop theories and models. 
The validity concerns on the value of collected data, their accurate (refers to whether the measurement is correct) and 
relevant nature, regarding to the thesis topic. Yin (2009) has described four tests, which have verification power 
regarding the quality of research design: construct validity; internal validity; external validity; reliability. The latter could 
be described as final test, as Yin (2009) wanted, using the metaphor about bookkeeping, where every calculations need 
possible audit verification, needs transparency.  
 
3.5 Ethical aspects 
 
As Trochim (2006) provided, there are a number of key words that describe the system of ethical protections the rights 
of research participants: voluntary participation, informed consent, risk of harm, confidentiality, anonymity, and right to 
service. Having a sense of ethics towards research is pivotal, as stated by Yin (2010), because of the numerous 
discretionary choices made by researchers, especially qualitative researchers.  
 
3.6 Quality 
 
Accuracy and quality of the data collected from the study are directly dependent on the measurement procedures and 
related operational definitions. (Marczyk et al., 2005). According to Yin (2010), to avoid any kind of bias requires a strong 
ethical standard that needs constant revision. The author listed different kind of sources, which can be useful when 
deciding ethical issues: codes of ethics, ethical standards, or guiding principles. Yin (2009) argued that to test possible 
bias we should to verify the degree of openness to contrary findings. 
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4. Analysis and Empirical findings  
 
4.1 Communication and Information Technology / non-Information Technology 
Relationship (introduction) 
 
The purpose of the research was the analysis of empirical relations occurring in selected industries represented by the 
Polish companies in the field of communication satisfaction, communication as an example of soft skills, assessment of 
the relevance of these relations against the background of theoretical and practical solutions, and attempt to assess the 
impact of these arrangements on the effectiveness of the use of information technology in creating value of companies.  
 

  % N 
1. Length of time worked for the organization 

  

more than 9 years 43,2 35 
1-4 years 32,09 26 
5-8 years 19,75 16 
less than 1 year 4,93 4 

2. Choose your function 

  
subordinate 80,24 65 
management 19,75 16 

3. Choose your sector 

  

banking 44,44 36 
other, which one? 41,97 34 
manufacturing 22,22 18 
administration 14,81 12 
finance 3,7 3 
agriculture 1,23 1 
insurance 7,4 6 
software developer 6,17 5 

4. Choose your current position 

  
non-IT-related 71,6 58 
IT-related 28,39 23 

5. How many people are employed in your company?  

  

250-499 29,62 24 
500 or more 28,39 23 
50-249 27,16 22 
1-49 14,81 12 

 
Table 7. Demographic data 
 
The mean value and standard deviation for ungrouped data we could calculate exactly. However, we did not use diagrams 
for ungrouped data because they showed relatively low suitability, for example it was not possible to draw any 
conclusions regarding the important results of the study.  
 
Respondents working more than nine years on the job constituted a 43.20%, another group as being 32.09% was a group 
of persons working from one year to four years. Equally large group, which acquired 19.75% of the respondents 
represented the people who have worked from 5 to 8 years.  
 
The following sectors were represented the most: banking (44.44%), manufacturing (22.22%), administration (14.81%), 
insurance (7.4%), software developer (6.17%).  
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Table 8. Types of research attempts due to the number of employees in the company.  
 
Given the size of companies, among non-IT-related respondents dominated companies over 50 and more employees. 
Respondents representing IT-related professions came from companies with more than 250 employees. 
 
A number of respondents described as non-IT-related constituted a 71.60%, while the IT-related respondents were 28.39% 
of the total surveyed.  
 
4.2 IT and non-IT Relationship (alignment) 
 
The first section of questionnaire concerns on problems regarding the following: Express your personal opinion about 
subsequent issues regarding IT and non-IT relationship within your organization.  
 
Question 6 (Appendix 1) 
 

 
 
Table 9. Do you agree that IT and business are mutually dependent?  
 
The study of the interdependence between IT and non-IT revealed that 31% subordinated non-IT-related respondents 
agreed that these two areas are mutually dependent. 10% of IT-related subordinated persons also admitted that such 
dependency occurs in the business environment. 12% of non-IT-related respondents admitted that "hard to say" which 
could mean low awareness of dependence on both, and may constitute a prerequisite for impaired relationship between 
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employees inside the departments, as well as in tasks, that require from one side interdisciplinary, and from other 
merging various functions. Diagram depicting, that only 4% of IT-related managers agreed that both spheres are mutually 
dependent on each other, which means that they must smoothly collaborate with each other to afford business purposes, 
in accordance with the vision of decision makers. The majority of respondents agreed (“agree” and “strongly agree”), 
with statement that both IT-related positions as well as non-IT-related are mutually dependent on each other.  
 
Question 7 (Appendix 1) 
 

 
 
Table 10. To what extent the diversity of business language from technical language affects the quality and speed of 
communication within the company?  
 
The study revealed that 56% of all respondents (IT-related management, IT-related subordinates, non-IT-related 
management and non-IT-related subordinates) indicated "to a large extent", in the question concerning the diversity of 
languages (technical and business), which affects the quality and speed of communication within the company. As many 
as 15% of non-IT-related subordinates said that the different nomenclature used by both spheres of professional life 
affects "in a medium extent" on the quality of cooperation between IT and non-IT. Diagram examining that the quality 
and speed of communication within the company have impact tools available, but this criterion was beyond the reach 
of the current thesis. It is not a rule, but IT-related and non-IT-related professionals speak in jargon or specialist 
nomenclature, instead of using various functional languages. Generating frequent interactions between them - while 
working on current incidents or problems - will allow to work out a common or similar terminology resource, which will 
bring measurable benefits for the company in the long term, allowing shorten time solving the case.  
 
Question 8 (Appendix 1) 
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Table 11. How satisfied are you about IT projects: delivered on time, on budget and with IT functionality that is 
precisely what was requested to gain desired business results?  
 
The study revealed that half of interviewed, that belong to the group of IT-related management, replied that they are 
satisfied with the result of IT projects, while second half responded that “hard to say”. It can be concluded, that second 
group did not collaborate closely with non-IT sphere of business, did not recognize or get their feedback. Two replies 
“not satisfied” and “hard to say” in general collected 35% in total, which is relatively high percentage of uncertainty. 
Diagram illustrating that the group of IT-related subordinates expressed the duality in their responses, because 6% chose 
“hard to say” and 7% was not satisfied. The real take-up of business needs is relatively rare achieved fully, in 100%, 
unless the person or persons responsible for the project within IT, have business experience, which definitely will 
facilitate the creation and the implementation of new or improved functionalities.  
 
Question 9 (Appendix 1) 
 

 
 
Table 12. Do you agree that IT systems run smoothly and reliably?  
 
The study revealed that 27% of non-IT-related subordinates disagreed that IT systems run smoothly and reliably. The 
part of the same group (20%) replied that IT infrastructure works properly. While 4% of IT-related subordinates chose 
the reply “hard to say”, which is neutral, but 11% of same group indicated the answer “disagree”, which means that – 
according to responsible for that persons – IT systems create problems and failures, which can affect the business as a 
whole. 7% of subordinated IT professionals confirmed that systems are reliable. The diagram represents that IT-related 
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management shared their response - in equal proportions (2% and 2%) - between replies: “agree” and “disagree”. In 
business practice, the phenomenon of interruption or unannounced maintenance of the system are very rare, because 
of the built-in alarm systems and early warning. In addition, each user of the system - both related and not linked to the 
IT - should be sensitive to each irregularity, which may be manifested by, for instance: slow down the system, turn off 
certain features or lack of opportunities to generate reports in real time.  
 
Question 10 (Appendix 1) 
 

 
 
Table 13. Do you agree that IT department fully understand business priorities? 
 
The study revealed, that the majority of respondents belonging to non-IT-related subordinates (22%) preferred to stay 
neutral by choosing the reply “hard to say”. 20% of the same group chose the answer “agree”, which means that they 
were satisfied with the result of cooperation with IT-related professionals, when it comes to sharing business priorities. 
The recognition of these priorities can lead to fulfillment of purposes of the business. Diagram depicts that the bigger 
percentage of non-IT-related management – in comparison to IT-related management - indicated that they were agreed 
with stated question, but what has to be stressed, 1% of non-IT professionals chose the answer “strongly disagree”, 
which means that there are obstacles in the communication between IT and non-IT areas. Reflecting on setting priorities, 
both in the area of business, as well as in the field of information technology, we must always take into account the 
necessity of mutual conversation, dialogue, which will be specified by the scope of work and the size - above all, human 
- resource necessary to delegate to specific tasks, and then carry out the process of production or upgrading of the area.  
 
Question 11 (Appendix 1)  
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Table 14. How satisfied are you about the fit of IT projects with business requirements?  
 
The study revealed that the majority of non-IT-related subordinates (28%) were satisfied about the fit of IT projects with 
business requirements. The diagram shows, that the same group of respondents indicated “hard to say” and 
“dissatisfied”, which gave 27% in total. IT-related subordinates chose – in almost same proportion “satisfied” (9%), “hard 
to say” (7%) and “dissatisfied” (7%) – which resulted in not clear conclusion about the statement of that group of 
respondents. The group of non-IT-related management was mostly satisfied (7%), while part of that group chose for 
both “hard to say” and “dissatisfied”, 6%. The total amount of responses regarding “hard to say” and “dissatisfied” – 
among all respondents – gave 51%, while “satisfied” had only 46%, which indicates that there is mismatch about the fit 
of IT projects with business requirements. This matching we can describe as a two-way or reciprocal translation: 
business-IT and IT-business, both needs and opportunities, turning away or clarifying the question of the questionnaire 
about the aspect of the analysis requirements of the IT sphere.  
 
Question 12 (Appendix 1) 
 

 
 
Table 15. Does business actively participate in IT projects and investments?  
 
The study revealed that the majority of each group of respondents replied “yes” (51%), while some of them chose “not 
applicable” (11%). 38% of respondents – in general – chose the answer “no”. It means as well, that some non-IT-related 
subordinates are not involved in IT projects and investments, which could be reasonable in some situations. The diagram 
illustrates that the subsequent types of responses coming from IT-related subordinates was the following: “yes” (9%), 
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and “no” (15%). This ratio shows from one side a dualism, but from other perspective, it can be understood that business 
can participate passively or non-IT-related do not collaborate with IT-related professionals at all. IT-related professionals 
are dedicated to address the operational needs, which are specified by business strategy. It is necessary to periodically 
browsing the set goals and tasks, verifying requirements, correct the indicated directions of action, depending on studies 
of specific cases of, which were lying at the root of the deposit of orders in the IT department.  
 
Question 13 (Appendix 1) 
 

 
 
Table 16. Do you agree that IT systems provide business with the right information, in the right form, and at the right 
time?  
 
The study revealed that there is – in general – an agreement between each of responded group, while non-IT-related 
subordinates and managers chose the remaining answers: “strongly disagree”, “strongly agree”, “hard to say” and 
“disagree”. The group of IT-related subordinates indicated – in the small percentage “hard to say” (1%) and “disagree” 
(1%). Results received show that business units can – in majority - count on IT systems. Some of respondents (non-IT-
related subordinates) that chose dissatisfied answers, could have addressed some issues, without for example swift 
feedback from IT-related professionals. The diagram showed, that IT-related management expressed unified feedback 
(5%), stated their agreement that IT systems provide business with right information, form and on time. The ability or 
another possibility for determining, whether the information provided reflects the current state of data in the system / 
systems, is acquired in the process of matching results from many - dependent or independent - sources, which also 
assumes a certain percentage of deviation.  
 
Question 14 (Appendix 1) 
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Table 17. Do you agree that IT should to use metrics that display to which extent technology is affecting the business?  
 
The study revealed that the majority of each group of respondents agreed (73%) that IT should use metrics that show 
to what extent operations within IT affect the operation of business units. The diagram examines, that metrics will not 
replace the constant collaboration and flow communication among IT and non-IT, but can serve as a support to IT-related 
professionals to estimate, in which way and how their actions (for example notified or not notified upgrades, etc.) affect 
business side of the organization. Such solutions should be implemented on regular basis. IT-related aspects of 
organization can create the value. The mutual comprehension is crucial to generate the win-win situation, instead of 
loss for the company. The measured impact should be periodically evaluated, to prevent the recognized errors causing 
harmful circumstances for business. Assuming that every IT department is working within the budget for some, let us 
consider the situation in terms of reducing the expenses of the system, which is responsible for the collection of current 
company's transactions. The implemented solution causes, that the seller (sales department) and the buyer 
(procurement) does not receive the current data, because the new system is inefficient. The IT Department should - in 
the design phase of a new solution - to know the views of all interested parties, in order to avoid notifications when the 
system is up and running.  
 
Question 15 (Appendix 1)  
 

 
 
Table 18. Do you agree that business sometimes seek certain software features or capabilities that are unrealistic 
from a technical standpoint?  
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The study revealed that – from the non-IT-related unit’s perspectives – requirements are unrealistic, which confirm the 
problem of communication, because in a standard business situation, non-IT-related professionals expect changes based 
on daily firsthand experiences. The diagram reveals the possible limitation in flexibility from IT-related side, and 
paradoxical situation from non-IT-related perspective, because up to 22% agreed that business sometimes seek 
something from IT, which is unrealistic. Generally, the discrepancy occur when two sides have different goals, various 
targets. IT-related professionals can call some projects as unrealistic or impractical, because of that, they are not able to 
provide with efficient solutions within specific timeframe (expectation failure). From our point of view, the proper 
communication requires that management be prepared to approach IT-related professionals in a various way. As stated 
by Grier (2009) “new technology is conceived in terms of engineering specifications (…) rarely do potential customers 
[and business units - AG] see technology with the same eyes”. The Information Technology in the broad sense, creates 
added value for the company, also using an innovative approach to the issues of everyday life. But - as long as - with the 
knowledge about possibilities to introduce the production of new solutions, as a rule assumes no dynamic redesign or 
adapt the system to the needs of one or more contractors.  
 
4.3 IT and non-IT Relationship (communication satisfaction) 
 
The second section of questionnaire concerns on problems regarding the following: Express your personal opinion on 
the degree of satisfaction with communication within your company.   
 
Question 16 (Appendix 1)  
 

 
 
Table 19. How satisfied are you about information on how you are being evaluated?  
 
The diagram revealed that the majority of non-IT-related subordinates (23%) are satisfied with feedback on how they 
are being evaluated, while 17% of the participants showed the dissatisfaction of the same. The group of IT-related 
subordinates indicated that – in majority (9%) – they are not satisfied, while 12% of them chose the answer “hard to say” 
and “satisfied”. The evaluation of the performance is the result of a subjective approach to the worker. Useful in 
achieving of relative objectivity would be substantive preparation of both the person assessed and assessor. The study 
disclosed, that the attitude of openness and readiness to obtain and forward the evaluation of other terms, increases 
the sense of security and reduces uncertainty. The person evaluated should get - with a suitably planned time - a set of 
problems, which will be discussed during the meeting, so that she or he could prepare accurately. It can also become 
asked about gathering assessments about yourself from for example the closest associates.  
 
Question 17 (Appendix 1) 
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Table 20. How satisfied are you about feedback on how problems in your job are being handled?   
 
The study revealed that there were only 4% of respondents that chose the following answers “strongly satisfied” and 
“strongly dissatisfied”. From the general perspective, a feedback were shared between “satisfied” (43%), “hard to say” 
(16%) and “dissatisfied” (37%). The diagram shows, that the most proportional responses were given for “dissatisfied”: 
non-IT-related subordinates (17%), IT-related subordinates (12%), non-IT-related management (6%), and IT-related 
management (1%). It shows the weaknesses in the area of management, from both IT-related and non-IT-related 
perspective. For problems were solved efficiently in the organization, both IT-related and non-IT-related could be given 
sufficient interactions. These interactions guarantee to obtain feedback at every stage of solving the problem. A regular 
verification of both successes and defeats, facilities and obstacles, allows both - management and subordinate - smooth 
planning and overview of status of the individual cases and issues. Updating the status of the cases also allows to verify 
the effectiveness of the implemented operational processes.  
 
Question 18 (Appendix 1) 
 

 
 
Table 21. How satisfied are you about information on the accomplishments or failures of the company?  
 
The study revealed that both group of subordinates (IT-related (10%), non-IT-related (23%)) responded, that they are 
not satisfied about information on the accomplishments or failures of the company, which is crucial, when it comes to 
healthy organization. The positive point is, that 9% of IT-related subordinates are satisfied. The diagram illustrated that 
the substantive feedback regarding both successes and failures is valuable only when parties are dealing with added 
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value for the company. As stated by Service (2005) “The leader should never abdicate the responsibility of managing the 
communications systems,” which means, that each employee must receive the same information on the results 
generated by the company. Such information at every level of the company will be allocated in different ways, because 
of the degree of decisiveness of recipients.  Openness and transparency allows to plan resources efficiently, or cover the 
costs of losses and directly affect the functioning and effectiveness of actions taken by all the actors of the ongoing 
processes in the company.  
 
Question 19 (Appendix 1)  
 

 
 
Table 22. How satisfied are you about information on the organizational policies and goals?  
 
The study examined that both group of subordinates (IT-related and non-IT-related) are dissatisfied. The diagram 
revealed that the first one in 22%, and the second one in 15%. It can create a problem in accomplishment from both 
side. The information about organizational goals and policies must be shared on regular basis among employees. As we 
did not analyze the situation on specific sector, it is not possible to estimate which branches could skip that part of 
information. Dissatisfaction with the received information concerning the policies and goals of the organization should 
be the warning signal, because it can result both in the short- and long-term of attitudes mismatch with regard to the 
company and its business assumptions. The free flow of information on organizational policies and goals, improve the 
quality of work in the company, which proves the same: attention to proper awareness and involvement of employees 
at all levels, increase the efficiency of the infrastructure used, continuous with the improvement of operational 
processes and used to support and implement new ones, etc.  
 
Question 20 (Appendix 1) 
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Table 23. How satisfied are you about information on the requirements of your job?  
 
The study showed that each group shared their responses on three out of five, possible choices (“satisfied”, “hard to say” 
and “dissatisfied”) proportionally. The diagram illustrates that the group of non-IT-related subordinates was more 
satisfied (22%), than “hard to say” (14%), but “dissatisfied” received from them 19%. The scope of the employee's duties 
often include unspecified or other work assigned by supervisor, which explains the relatively high percentage of 
respondents who answered "hard to say". Filling the obligation to communicate the employee requirements associated 
with the position belongs to the direct supervisor (to create individual behaviors), but the reality of the business and its 
variability requires broad adaptability of both parties. One way of reading what can be called "the ability to adjust" is 
the skill of setting a priority and from other hand, the perception of its tasks as belonging to a coherent body of the 
company, as well as, smooth cooperation with various actors - including the IT department - both inside and outside the 
company.  
 
Question 21 (Appendix 1)  
 

 
 
Table 24. How satisfied are you about the people at your organization having the ability to communicate?  
 
The study disclosed that the most dissatisfied group regarding the level of communication within the organization 
represented a non-IT-related subordinates (16%), but next was the group of IT-related subordinates (12%), but as 
diagram shows – what is remarkable – non-IT-related management gave responses, which resulted in 4%, while IT-related 
management preferred to stay neutral (“hard to say” (2%)) or being satisfied (2%). The ability to communicate in the 
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meaning of optimal quality and content of communication is nowadays the hallmark of any organization, the business 
organization. “Dissatisfied” and “strongly dissatisfied” demonstrate cultural and communication gap among participants 
in the organization. The communication is a key skill expected from management, because the inability to perform for 
instance a presentation, causes a decrease in the quality of work of individuals and the entire company. Another aspect 
important from the point of view of managerial skills of people is potentially inadequate communication (or lack thereof) 
within the group or company resulting in a loss of motivation, synergy and focus. The communication taking place at 
many levels is the answer to the signal from senior managers.  
 
Question 22 (Appendix 1)  
 

 
 
Table 25. How satisfied are you about receiving the information needed to do your job on time?  
 
The study examined, that the most “dissatisfied” or “strongly dissatisfied” group is non-IT-related subordinates with 21% 
in total. The first mentioned reply chose as well non-IT-related management by giving 5% in total, but from other hand, 
7% was satisfied, which shows inequality. The receipt of information to complete the task is a decisive element in the 
functioning of the company. The diagram illustrated the lack of satisfaction expressed by the representatives of all 
examined group, which is a symptom of mismatch between resources and tasks, lack of competence, etc. The source of 
this situation may be restrictions within the competence of specific tasks for individuality; the opacity of duties within 
the multi-level tasks and objective obstacles arising from for example the cooperation in a multicultural environment, 
both inside and outside (for instance customers from one, and suppliers from other side) the company. It would be 
interesting to confront interests of customers and suppliers, also from the perspective of sales and purchases in the 
company, answering the question of whether they are convergent, or the opposite. Every task to be performed should 
be written down or otherwise specified in the detailed process to provide up to each actor a sense of security and reduce 
the stress factor.  
 
Question 23 (Appendix 1) 
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Table 26. How satisfied are you about problems being handled appropriately through proper communication channels?  
 
The study revealed that the majority of each group indicated the answer “satisfied”, while thinking about the issue 
concerns on problems being handled appropriately through proper communication channels. The deeper analysis could 
reveal the electronic tools supporting internal communication, when it comes to for instance system failures. Those tools 
– like Sales Force – allow to: manage problems and incidents for several agents at the same time; review the history of 
tickets, having the direct connection to the e-mail, presenting and collecting each customer- or supplier-related case. 
Daily routines are managed and supported by several tools, which need a moderator or administrator, the person, who 
will ensure the proper and accurate maintenance and coordination of them. It is noticeable, that increasing efforts - as 
stated by Carrière and Bourque (2009) - associated with communication, causes the growing level of satisfaction from 
the same. The question which has been asked to respondents, refers to three different dimensional out of which we can 
talk about satisfaction with communication. These three different contexts - determined by Mueller and Lee (2002) as 
the interpersonal, group and organizational have - both individually and together - direct bearing on ways of solving 
problems through various kinds of communication channels. 
 
Question 24 (Appendix 1) 
 

 
 
Table 27. How satisfied are you about having a problem, the different departments communicate well together to 
solve it?  
 
The study revealed that respondents of each group expressed similar opinion about interdisciplinary meetings to solve 
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problems. The diagram presents that the most of respondents chose “in medium extent”, which is neutral in that sense, 
but the option “not at all” was found by each group as following: non-IT-related subordinates (5%), IT-related 
subordinates (2%), non-IT-related management (1%), and IT-related management (1%). When analyzing for example, 
responses from IT-related managers, we could see, that responses “not at all” and “in medium extent” gave 3% in total, 
while “to a large extent” only 1%, which results in the discrepancy. Every issue, which affects enterprise is multi-
dimensional and we cannot deal with it only and exclusively from the perspective of the seller or for instance the 
employee representing IT department. The effects of incidents or problems of a technical nature reflected in the results 
of other departments and vice versa. Unwillingness or inability, to take an adequate stand - the decision makers - to the 
situation leads to the increase of anxiety and uncertainty among other employees, which reflects the diagram that shows, 
that the only group (below 5% of respondents representing IT-related subordinates) is very satisfied from the manner to 
approach the problem, which solution requires the cooperation of various departments.  
 
Question 25 (Appendix 1) 
 

 
 
Table 28. How satisfied are you about horizontal communication with other employees being accurate and free-
flowing?  
 
The research illustrated that circa half of the group of non-IT-related subordinates chose “to a large extent”, while almost 
double of them indicated “in medium extent”, which result in dualism in one group of respondents. The diagram revealed, 
that two managerial groups, IT-related and non-IT-related showed same percentage (2%), which could serve as a 
confirmation, that on management level, we can observe accurate and free-flowing horizontal communication. It is 
generally considered, that horizontal communication may involve people working in one department or the 
organizational unit, but the most common - in relation to the dynamics of teams - about people from different parts of 
the organization. This is influenced by aspects such as: the different type and level of knowledge, skills and organizational 
functions performed. The flow of information between departments and at the level of co-workers can take place 
through the creation of effective task forces or appointment of independent coordinators, with extensive knowledge 
about things, which connect different units or departments.  
 
Question 26 (Appendix 1) 
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Table 29. How satisfied are you about communication practices being adaptable to emergencies?  
 
The study revealed that respondents of each group found “communication practices being adaptable to emergencies” 
as valuable in the functioning of the organization, because most of them chose the following responses: “to a large 
extent” (36% in total) and “in medium extent” (42% in total). The diagram illustrates, that managers – both IT-related 
and non-IT-related - that properly recognized miscommunication possibilities are able to take proactive role in systems 
development efforts. To mention the adjusting to change, it might be said that, because the skill to adapt the system 
communicate in a crisis is a challenge. Other requirements will be set for the subordinates and others against the 
management. From our point of view, the management needs to know the sources of information in order to effectively 
manage the rapidly changing circumstances, while an employee, by receiving the information, needs to deploy new 
solutions to restore operational fluency and production. Incidentally, the analysis examines a multidirectional attitudes, 
from adverse attitudes and negative interpersonal interactions to lack of knowledge between non-IT and Information 
Technology.  
 
4.4 IT and non-IT Relationship (soft skills) 
 
The third section of questionnaire concerns on problems regarding the following: Express your personal opinion about 
requirements regarding your current position.  
 
Question 27 (Appendix 1) 
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Table 30. Do you agree that your current position requires the ability to analyze hypothetical situations?  
 
The study revealed that – starting from the choice with minor percentage – only 6% of non-IT-related subordinates and 
1% of IT-related subordinates chose the answer “disagree”, when it comes to question about their current position and 
requirement about ability to analyze hypothetical situations. The diagram presents, that the most of respondents, from 
each group, agreed or strongly agreed. The only group, which choose “agree” as only one answer for all respondents 
was IT-related management with 5%. In our opinion, this result shows their willingness and openness in facing new 
challenges. It is clear, that the answer to that question, addressed to the different - in the sense of responsibilities - type 
of respondents, will have a different, ambiguous answers. Considering the situation with the position of the person 
involved in the current updating of the system, whose duties shall include the analysis of reports for discrepancies in the 
statistics, it is necessary point out, that there is a need to predict subsequent actions. Similarly, it should be required 
from the person that is responsible for example for implementing changes to the system. It is clear from the above that 
the upgrade of the system, which was not tested, could create issues or system interruption. Significantly high 
percentage of non-IT-related managers replied, that it is “hard to say”, which could mean that their range of tasks have 
not been exactly defined, or it is beyond their duties.  
 
Question 28 (Appendix 1) 
 

 
 
Table 31. Do you agree that your current position requires the ability to resolve different points of view constructively?  
 
The study revealed that – in the case of non-IT-related management – the issue related to ability to resolve different 
points of view constructively is crucial, because respondents of that group chose – as diagram shows - “strongly agree” 
and “agree” in 13%, which compared together with 5% of “agree” indicated by IT-related management gives a match 
allowing to operate different problems immediately and constructively. It is clear, that both group of IT-related and non-
IT-related subordinates that indicated similarly, confirm that needed changes will be process effectively. Considering the 
standard case in the workplace, when assigned tasks are carried out routinely, that can result in low activity, apathy and 
stagnation, which can create a conflict situations, between both peer employees or supervisor and subordinate. The 
data gathered in the research suggests that in order to prevent that state of issues, it can be exploit a tool such as the 
management of conflicts or management through changes. It is worth noting that it requires primarily from decision 
makers but also from decision followers, skillful solving different points of view constructively, because none tool does 
not provide that the conflict will be resolved seemingly, efficiently and adequately, without the participation of the 
human factor.  
 
Question 29 (Appendix 1)  
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Table 32. Do you agree that your current position requires the ability to analyze all aspects of a situation to make 
decisions?  
 
The study revealed that that group turned out to be the most dispersed is group of non-IT-related subordinates: “agree” 
(31%), “disagree” (7%), “hard to say” (7%) and “strongly agree” (11%). The group presenting a uniform approach is a 
group of IT-related management with 2% for “agree” and same percentage for “strongly agree”. The same can be 
observed in relation to non-IT-related management, which showed higher ratio: “agree” (4%) and “strongly agree” (9%). 
The available evidence seems to suggest that two-way thinking relying on analysis and synthesis should constitute the 
basis for starting the process of decision-making. On the basis of the currently available information taken directly from 
practice, it seems fair to note, that this action - making conscious decisions - requires tools which should be regularly 
updated, statistical data. Regardless of the position held, business issues - both directly affiliated with IT, as well as non-
IT-related - must find justification and reflected in the solutions of general nature and those that require the use of data. 
Based on the process, we examine the data and adjust tools by building a model at the same time allowing to predict 
the situations of future.   
 
Question 30 (Appendix 1) 
 

 
 
Table 33. Do you agree that your current position requires the ability to readily modify, respond to, and integrate 
change with minimal personal resistance?  
 
The study revealed that group represented by non-IT-related managers chose “agree” (5%) and “strongly agree” (5%), 
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while IT-related management indicated – beside the 2% of “agree” – 1% of “hard to say”, which could serve as a symptom 
of personal resistance regarding the ability to readily modify, respond to and integrate change. These results provide 
evidence that it is necessary to highlight that one of the two pitfalls in managing change is the lack of communication 
up and down the organization during the process of transition to each new solution. Managers responsible to implement 
changes should actively inform, communicate achievements, and monitor the mood among subordinates. The second 
mistake is the attempt to introduce too many changes at one time. The business psychologists have (Kegan and Laskow 
Lahey, 2009) concluded that there is a phenomenon of contradictory commitment of employee. The result is a dynamic 
equilibrium in which the activities of such persons seem to indicate a resistance to change, but in fact, are a kind of 
personal immunity to it. A relatively widespread conviction is that the IT-related representatives are the main opponents 
when it comes to change. While developers, programmers and analysts conclude that the business does not understand, 
the two parties, IT-related and non-IT-related emphasize innovative solutions that alone use, often not cooperating each 
other. It is important to emphasize that the innovation is the way of thinking and not a tool that leads to the realization 
of a particular solution. Mentioning the innovation, it is crucial to highlight, that a modern communication may 
constitute a source of process innovations.  
 
Question 31 (Appendix 1) 
 

 
 
Table 34. Do you agree that your current position requires the overall ability to set, pursue, and attain achievable 
goals, regardless of obstacles?  
 
The study revealed that group of non-IT-related management is able – with 6% of “agree” and same percentage of 
“strongly agree” - to set, pursue and attain achievable goals, regardless of obstacles, while the group of IT-related 
managers is more conservative with their 4% of “agree” and 1% of “hard to say”. Taking into account the above question 
and answers, it should be stated that both IT-related management and IT-related subordinates should serve the purposes 
and needs, determined by a non-IT-related (management and subordinates). Each of the groups, departments within 
the company must be clearly named and distinguished, that you could precisely determine other necessities of vendors, 
and other presented by buyers, in order to successfully complete the project or upgrade. It is our belief that no 
distinction between the needs of different groups may result in a requirement, which will not be properly determined 
and / or prioritization will be wrong. In practice, however, IT-related persons should and often set new, innovative trends 
in the way of thinking of their decision makers and co-workers, by presenting, promoting and training in new 
technologies that can improve the effectiveness of cooperation, and performance of, among others, vendors, or people 
associated with the company's finances. Here we touch upon essential issues, which is affiliated with the digital side of 
the world that is a dynamic and competitive, which forces the continuous adaptation and overcoming weaknesses by 
trying.  
 
Question 32 (Appendix 1) 
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Table 35. Do you agree that your current position requires personal accountability?  
 
The study revealed that respondents of each group are ready to take personal responsibility, which is not standard 
situation among employees. In this question, we have asked about the key issue related with the world of business, both 
from the sphere of IT-related and non-IT-related professionals, because our respondents were asked to define their 
system of values. Generally accepted from the definition of responsibility is assumed that: the company should be 
socially responsible and staff their tasks and managers for areas of activity or departments. Current study seems to 
validate the view that the understanding of the responsibility should signify that it exists at the beginning of the actions 
taken, and is required to assigned tasks have been completed successfully. Necessary actions and changes should be felt 
by all workers, should constitute a positive, personal responsibility of each individual in the company, so that joint 
activities benefit the organization, so that every individual - regardless of its position - was aware of this, and in what 
way its decisions can both be taken of the final outcome of the company. The complexity of that task can be described 
as: an analytical perspective, perception and binding its goals and philosophy of the company with their own; the skill 
to an innovative approach to problem solving; ability to perform tasks.  
 
Question 33 (Appendix 1) 
 

 
 
Table 36. Do you agree that your current position requires the ability to quickly recover from adversity?  
 
The study revealed that respondents of each group “agreed” or “strongly agreed”, that their current positions require 
the ability to quickly recover from adversity, which is crucial in the examined sectors as banking, insurance or 
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telecommunication. Going further into this question, we should ask how the respondents reads the importance of 
concrete situations, decisions, and the whole environment of the company. Having some essential responses, we could 
get more varied - depending on the stage of personal development, which is an important question - answer. From the 
professional experience, we know that the talented professionals - both managers and subordinates - showed up the 
skill to create value in every situation. This strategy of proceedings, to make those choices, characterized by: 
improvement of its professional relationships; not being limited in the way of thinking, to its position; spotting 
opportunities to upgrade or improve its career path. The impact of that way of thinking and proceedings was reflected 
in the decisions taken, but also at the level of verbal communication with the environment, both in private and 
professional life.  
 
Question 34 (Appendix 1) 
 

 
 
Table 37. Do you agree that your current position requires the ability to prioritize and complete tasks?  
 
The study revealed that respondents of each group are “agree” or “strongly agree”, that their current positions require 
the ability to prioritize and complete tasks, which is not obvious nowadays. This question relates to productivity, whose 
pillars are: proper setting a priority and the fulfillment of commissioned tasks. Prioritizing determines the order of the 
tasks or projects. In business practice time is an important factor, because the standard procedure of the task or project 
should end on the planned date. Unfortunately, they are often delayed and to ensure their implementation as soon as 
possible is changing them to a higher priority, delaying the realization of other tasks. This leads to permanent delays and 
state of crisis. What is worth to emphasize that prioritization is not a timeliness, and determines the validity of the 
projects or tasks in the overall scale and allows you to assign appropriate resources and systematize the order of actions. 
The implementation of tasks or conduct and completion of the project, on both levels managerial and organizational, 
requires the receipt of empowerment to act, in the broad interdisciplinary sense, through the involvement of other 
actors, who have additional resources and information. The communication should be facilitated, together with 
promoting the solution that circumvent vertical communication. Current study appears to validate such a view.  
 
Question 35 (Appendix 1) 
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Table 38. Do you agree that your current position requires the ability to cooperate with others to meet objectives?  
 
The figures revealed that aspect of cooperation with others to meet organizational objectives is crucial for respondents 
from each group. This question relates to cooperation, inside the company, which is integrating in order to achieve the 
growth strategy of sales the most. To act as responsible for internal managerial integration, it should be delegated the 
person that has the skill and ability of cooperation, to perceive the whole company from a holistic and interdisciplinary 
perspective. That person would be responsible for all activities that take place at the junction of several branches, 
departments or divisions, taking into account the current practice of each individual organizational unit. That kind of 
relationship manager can be useful, when the position would be filled accurately, but it is worth to mention, that there 
is a risk, that the person designated can drift toward IT-related or non-IT-related side of the business. Companies 
representing a variety of sectors, utilize the cross sale of their products, to customers both existing and newly acquired. 
Several noteworthy results were confirmed, that companies operating within the new technologies can also offer 
solutions in the field of innovation. The effectivity and efficiency of these actions, however, depends on the effective 
cooperation, of all departments in the company, which can generate new forms of interaction. The challenges linked 
with contemporary business require the development of competencies related to innovation.  
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5. Conclusions and implications 
 
Our thesis has considered the role of communication in IT / non-IT relationship. The analysis has focused on a tension 
between two ways that company can produce increasing performance. One is that company presents opportunities for 
valuable interactions between employees. Since communication aspects are likely to facilitate this sort of interaction, 
companies may prove to be attractive for employees who possess these skills. However, the other sort of increasing 
performance is that companies allow refined division of employees. Employee's role is a specialization, and 
communication skills depreciate. Having set out a theoretical model that establishes the existence of this tension, the 
thesis then carries out an empirical analysis of the relationship. Achieving the cooperation is possible with a joint effort 
of co-workers or in a relation of customer-supplier, by adjusting the mutual practices, regardless of whether a consensus 
will be attained or not.  
 
Conclusions and implications are made based on questionnaire by employing a structured approach. To explore the 
complexity of relationship between IT-related / non-IT related professionals, we have adapted three different 
questionnaires / models: Soft Skills Quantification (SSQ) (Muzio et al., 2007), Communication Satisfaction Questionnaire 
(CSQ) (Downs-Hazen, 1977), the list of questions for initiate assessment the alignment and effectiveness of Information 
Technology by Shpilberg et al. (2007), because the analysis on alignment and misalignment is related to the areas of 
business psychology. The reason for the implementation of these tools was the fact, that there is no complete system 
of evaluation that could measure the alignment and misalignment.  
 
Answering the research question number 1: The term of alignment / misalignment was used only to support our thesis, 
but we want to name different kind of interactions as relationship, which need hard-working professionals to provide 
with value added. Benefits for the company does not flow from the standard, built-in software best practices, but with 
skillful use of the software and infrastructure to support key business processes. The source of building goodwill are not 
information technology alone, but their skillful use of. The problem is to competent use of skills and competencies. As 
an empirical phenomenon, the sophisticated relationship between IT-related and non-IT-related professionals changes, 
evolves, because we are better in communicating has been observed repeatedly. Furthermore, the process of 
collaborating is more two-way, instead of one-way.  
 
Answering the research question number 2: Realizing the following - Communication is a description of how people 
transfer ideas and information to others (Service, 2005), is a description to which extent we are using our 
Communication Quotient – we will find that communication is a crucial element in the interpersonal relationships. Both 
parties knowing their work will feel confident and will able to recognize others issues. The alignment as stated by 
Samanta (2007) is not a one-time or intermittent event; rather it is a continual process. That statement may stay 
stretched on the concept of interpersonal communication in the company. The complex relationship has to be explored 
to detect the potential effects on business.   
 
Answering the research question number 3: Skills applied to IT-related need to be confronted with non-IT-related to 
explore way to communicate and collaborate effectively and efficiently. The level of interactions needs to be provided 
with practice and updated on the regular basis. The communication, the exchange of experiences and skills should take 
place in two ways. The technology is relatively easy to implement, compared to the complexity of changes in 
management, organization and company culture, which must be made to exploit the new opportunities offered by 
information technology. The crucial issue is to align processes, procedures and business practices, instead of trying to 
complete the Sisyphean labor to achieve the alignment in the attitudes of individuals. In that context, it is valuable to 
mention, that systems and other IT-related solutions might be designed from the perspective of individual user. Given 
that, it could be considered that services and products created and developed by IT-related should be convenient to fit 
non-IT-related needs with slightest disorder for all participants. The foregoing discussion implies that IT-related managers 
did not make a significant progress, in documentation, presentation, and finally, trading what Information Technology 
can offer to the business organization.  
 
It is generally considered, that effective cooperation between IT-related and non-IT-related professionals requires equal 
commitment of both parties, in the context of IT-related and non-IT-related. Despite the fact that Information technology 
is inextricably linked to the structure and functioning of the company, should be integrated into the structure of the 
business, with its advantages- and more particularly - with weaknesses, in order to transform them into competitive 
advantages.  
 
We build on this analysis to identify the way of thinking about abilities – based on our statements and findings - IT-
related professionals should express and work with their technical and non-technical skills half / half, and similarly non-
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IT-related professionals should focus partially on their business abilities, and mix them with abilities represented by IT-
related professionals. Both parties need to operate and amend their adaptability, if needed. The most crucial point made 
so far is that we have to find a balanced approach, bearing in mind, that the phrase positive misalignment is not just 
play on words or a semantic phenomenon. Nowadays, IT infrastructure in engaged as a support or enabler into all areas 
of business. IT permeates with non-IT and vice versa.  
 
Service (2005) stated that we should “Improve overall communication by moving from directing to connecting”. It seems, 
that the collaboration in that matter on managerial level is not sufficient, because in our opinion, we should support and 
look after the cooperation above all, subordinates. To plan of action to function well, it must be understood at all levels 
of the organization, including the lowest. Broadly speaking, we agree that the issue is to manage different groups of 
people to work in sync in a more or less complex business organization. As stated by Sushil (2001) “Flexibility is not a 
one-time phenomenon, but a process of continuous change.”  
 
Another relevant point is that the alignment or wider, the dynamic, two-way dialogue, is not only an IT-related and non-
IT-related issue. The phenomenon of alignment / misalignment is about the collaboration between people representing 
different groups in the complexity of the organization, while models visualize only detached from a practice simplified 
business reality.  
 
Our research - comparing responses from IT-related and non-IT-related - provides with conclusions, that the 
confrontation in the context of a collision of two different visions, can be defined as positive. From the impact of different 
ways of perceiving reality, in the business daily practice – it is important to note, that a confrontation is a powerful tool 
- it may have evolved the concept of positive mismatch or positive misalignment, which shows that the constructive 
dialogue between the two spheres of IT and non-IT, is possible. Our study serves as a window to an understanding of 
the process of accepting the prevalence of mismatches that causes that it is possible to achieve the transition from one 
stage of cooperation to another, to work out solutions that will support - in the long term - the development of 
relationships and further, the entire company. Instead of implementing mechanisms that could more or less properly 
evaluate the overall condition of collaboration, there is a need to analyze occurred obstacles and miscommunications, 
to prevent them in the future.  



50 

 

6. Further studies 
 
Further exploration in this field may include: zoom in and zoom out on pivotal books, journals and conferences; 
development a comprehensive literature review on the IT / non-IT Relationship, and simultaneously on communication 
and IA / IM as a base for the forthcoming research; additional exploratory-driven interviews with experts, depending on 
the advancement of the investigated area; supplementary conducted interviews with focus group (Yin, 2009), that led 
by a moderator who is knowledgeable about group interviewing techniques and the purpose of the discussion (Survey 
Methods and Practices) 
 
As argued by Sauer et al. (1997), because interviewees had varied involvements and experience with the case, sets of 
questions were tailored from a bank devised at the start of the study and continually revised to ensure coverage of all 
potentially relevant data]; different stakeholders' and data sources' involvement during data collection as crucial 
element while researching; employment of all terms arising from gathered information; results need integration from 
the up-to-date analysis; quantitative web-based questionnaire's performance; identification the essential features of 
relevant relationship contexts for analysis goals; applicability analysis, the relationship and phase specificity, and the 
achievement of influence of the determined communication aspects; supervision a multifactorial cluster interpretation; 
employment of diversified case studies, then provide their comparison to one another; examine management 
conclusions recommended in literature with the references disclosed in the case studies; development of substantial 
description of the investigated context. 
 
Planning and designing a research study we have to realize according to Yin (2009) that the empirical inquiry method 
investigating a contemporary phenomenon in depth and within its real-life context, when the boundaries between 
phenomenon and context are not clearly evident. Another source of evidence, which main strength is their contextual 
aspect is direct observations. Further studies will need additional variables to obtain a more representative data from 
various sectors, and different economies. 
 
The response rate of released questionnaire was sufficient and representative for the statistical analysis (via Cronbach's 
alpha). The problem is, that the percentage of message without feedback was detectable. It needs watchful attitude 
towards results, and about generalization of findings. For increased validation, further studies could consider higher 
response rates, by for instance more precise tailoring of the research questionnaire. 
 
Collected data and obtained results in this thesis were derived from a single country, Poland, being relevant particularly 
to the Polish context. Results have non-generalized character not only towards other cultures and various contexts. It 
needs as well watchfulness approach, even concerning Polish companies representing other than investigated in that 
thesis, economic sectors. The researchers argued, that further explorations would explain the IT / non-IT relationships 
problem, its conditions and outcomes from different nationwide basis and contexts. Hofstede’s model, as stated by 
Mirchandani and Lederer (2010) was employed to better comprehend the management of multinational firms. Their 
study provided with suggestion to subsidiaries, to force to know head quarter’s national culture that can support 
comprehension of management perspective.  
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Appendix 1. The questionnaire.  
 
The questionnaire is a practical part of the master thesis (FE2413 2011 Master Thesis in Business Administration) 
terminating the MBA programme at Blekinge Tekniska Högskola, Karlskrona, Sweden. 
 
We hope that filling in the questionnaire will make you a pleasure. Estimated response time to the questionnaire is about 
15 minutes. Thank you for taking the time to participate in this study. 
 
If you have any questions, please contact: agilicka@gmail.com 
 
Adrianna Gilicka 
 
Demographic questions 
 

1. Length of time worked for the organization 
 
(less than 1 year; 1-4 years; 5-8 years; more than 9 years) 
 

2. Choose your function 



58 

 

 
(management or subordinate) 
 

3. Choose your sector 
 
(banking – insurance - software developer - other, which?) 
 

4. Choose your current position 
 
(IT-related or non-IT-related) 
 

5. How many people are employed in your company? 
 
(1 – 49; 50 – 249; 250 – 499; 500 or more) 

 
Express your personal opinion about subsequent issues regarding IT and non-IT relationships within your organization 
 

6. Do you agree that IT and business are mutually dependent? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

7. To what extent the diversity of business language from technical language affects the quality and speed of 
communication within the company? 
 
(very much so – to a large extent – in medium extent - to a small extent – not at all) 
 

8. How satisfied are you about IT projects: delivered on time, on budget and with IT functionality that is precisely 
what was requested to gain desired business results? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

9. Do you agree that IT systems run smoothly and reliably? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

10. Do you agree that IT department fully understand business priorities? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

11. How satisfied are you about the fit of IT projects with business requirements? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

12. Does business actively participate in IT projects and investments? 
 
(yes - no – not applicable) 
 

13. Do you agree that IT systems provide business with the right information, in the right form, and at the right 
time? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

14. Do you agree that IT should to use metrics that display to which extent technology is affecting the business? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

15. Do you agree that business sometimes seek certain software features or capabilities that are unrealistic from a 
technical standpoint? 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
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Express your personal opinion on the degree of satisfaction with communication within your company 
 

16. How satisfied are you about information on how you are being evaluated? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

17. How satisfied are you about feedback on how problems in your job are being handled? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

18. How satisfied are you about information on the accomplishments or failures of the company? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

19. How satisfied are you about information on the organizational policies and goals? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

20. How satisfied are you about information on the requirements of your job? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

21. How satisfied are you about the people at your organization having the ability to communicate? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

22. How satisfied are you about receiving the information needed to do your job on time? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

23. How satisfied are you about problems being handled appropriately through proper communication channels? 
 
(strongly satisfied - satisfied - hard to say - not satisfied - strongly dissatisfied) 
 

24. How satisfied are you about having a problem, the different departments communicate well together to solve 
it? 
 
(very much so – to a large extent – in medium extent - to a small extent – not at all) 
 

25. How satisfied are you about horizontal communication with other employees being accurate and free-flowing? 
 
(very much so – to a large extent – in medium extent - to a small extent – not at all) 
 

26. How satisfied are you about communication practices being adaptable to emergencies? 
 
(very much so – to a large extent – in medium extent - to a small extent – not at all) 

 
Express your personal opinion about requirements regarding your current position 
 

27. Do you agree that your current position requires the ability to analyze hypothetical situations? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

28. Do you agree that your current position requires the ability to resolve different points of view constructively? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

29. Do you agree that your current position requires the ability to analyze all aspects of a situation to make 
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decisions?   
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

30. Do you agree that your current position requires the ability to readily modify, respond to, and integrate change 
with minimal personal resistance? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

31. Do you agree that your current position requires the overall ability to set, pursue, and attain achievable goals, 
regardless of obstacles? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

32. Do you agree that your current position requires personal accountability? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

33. Do you agree that your current position requires the ability to quickly recover from adversity? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

34. Do you agree that your current position requires the ability to prioritize and complete tasks? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
 

35. Do you agree that your current position requires the ability to cooperate with others to meet objectives? 
 
(strongly agree - agree – hard to say - disagree – strongly disagree) 
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Appendix 2. Reason Why Gaps Exists. Source: Rathnam et al. (2004-2005).  
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Appendix 3. Method to Minimize Gap. Source: Rathnam et al. (2004-2005).  
 

 
 
 
  



63 

 

Appendix 4. Gaps. Source: Rathnam et al. (2004-2005).  
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Appendix 5. Methods to Minimize Gaps. Source: Rathnam et al. (2004-2005).  
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Appendix 6. Aspects of communication satisfaction. Source: Downs and Hazen (1977).  
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Appendix 7. Full list of characteristics measured by the SSQ model (pre-selected key 
characteristics are shown in bold). Source: Muzio et al. (2007).  
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Appendix 8. Alignment: general results.  
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Appendix 9. Communication Satisfaction: general results.  
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Appendix 10. Soft skills: general results.  
 

 


