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Abstract

Security as a field of research is influenced by many different disciplines. By its
nature, security do not only emphasizes on keeping assets safe, but also to protect
companies. Subsequently, every field that could include keeping these assets safe
and to protect interests could be within the span of security research. This thesis
focuses on the notion that studies within the area of communication and social
sciences could be seen as beneficial tools in order to develop company safety. The
main perspective taken is communication processes, with the aim to create
further understanding on how employees perceive them. The theoretical
groundings is both in communication in general and in how communication
affects safety. Interviews with 14 employees within LKAB Division Mining were
conducted. The main results show problems and possibilities both within the
system-dependent and verbal areas. Hence, to avoid rumors, system-based
messages should be more comprehensible and quicker spread at the managerial
level and enhanced group possibilities of being sender of information through
more clear distinctions of work roles could be sought. It could also be beneficial
to create ways for every line within the organization to give feedback on
decisions. Finally, the company should take into regard employees’ ability to
utilize, understand, and accept efforts made in the company, and, especially,
when it comes to safety, before establishing rules or directives. These efforts
might strengthen both the communication within the company and the
acceptance of future development in the security practices.

Key words: Security, Communication, Psychology, Industrial safety,
Organizational theory.



Sammanfattning

Forskningen inom omréadet sidkerhet innefattar flera olika discipliner och
forskningstraditioner. Omradet handlar inte bara om att skydda tillgdngar inom
ett foretag, utan dven att skydda foretaget i sig. Genom detta, kan forskningen
inom omradets alla falt bidra till att skydda tillgangar och forebygga eventuella
hot. I detta examensarbete tillimpas samhaillsvetenskaplig metod inom omradet
kommunikation for att utveckla foretagets siakerhetsarbete. Fokus ligger pa
kommunikationsprocessen allmant, hur den uppfattas av de anstillda samt hur
den paverkar sikerheten. Intervjuer med 14 anstidllda inom LKAB Division
Mining genomfordes. De huvudsakliga resultaten visar bade pa problem och
mojligheter inom verbal och systemberoende kommunikation. For att undvika
ryktesspridning kan systembaserad information goras tydligare och formedlas
snabbare inom ledningen. Det kan dven vara fordelaktigt att stirka de olika
gruppernas mdjlighet att formedla information, bland annat genom att skapa
tydligare arbetsroller. Vidare, bor foretaget beakta de anstilldas mojlighet att
tillampa, forstd och acceptera insatser gjorda inom foretagets sakerhetsarbete,
fore regler eller direktiv verkstills. Dessa atgiarder skulle kunna leda till att starka
bade kommunikationen inom foretaget och acceptansen av den fortsatta
utvecklingen inom sidkerhetsomradet.

Nyckelord: Sdkerhet, Kommunikation, Psykologi, Industriell sdkerhet,
Organisationsteorti.
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Introduction

Safety research is an area, which influences almost every area of research
(Fischer, Halibozek, & Green, 2008). In relation to an organizational perspective,
the major purpose of security is to protect the company and their assets from
threats (Fischer et al.,, 2008). There are numerous ways of working towards
reducing these threats (Wise, Hopkin, & Stager, 1993; Kjellén, 2009; Reason,
1990). The success of these efforts often relies on the company and their inbound
ability to integrate their security rules and goals to correspond with their
organizational needs (Fischer et al., 2008).

Communication is the base of human interaction. Our ability to communicate
with each other is essential for personal growth as well as building relations to
others (Johansson & Malmsten, 2009). While the obvious type of communication
is the spoken language (verbal communication), other types of communication
also affects our life (Carlson, Martin, & Buskist, 2004). Our verbal
communication is based on the dialogue between two individuals. Non-verbal
communication is the most occurring way of how we communicate with each
other. It provides cues about feelings, intentions, and information on how we
regulate interactions. Therefore, the verbal and the non-verbal communication
not only strengthen the validity of the communication being transferred from
messenger to receiver, but it also complements each other, when there are gaps of
information (Carlson et al., 2004.).

Besides our “usual” communication, the verbal and the non-verbal, other forms
of communication proceeds parallel to these. The written word and computer-
mediated communication are to some extent a prerequisite for the function of
today's industrialized and information societies (Carlson et al., 2004). The need
of mass communication in developed societies focus on one-way communication
that can be generalized and fit a larger number of individuals. This statement
could be seen as a consequence of lack of resources and time (McQuail, 2000). In
a globalized world, we do not have the time to focus on the individuals, which
could indicate that our personal communication is gradually being replaced by
other forms of communication, such as mass communication (Giddens, 1999).

Successful communication relies heavily on acceptance from the receiving part
(Fiske, 1990). Different roles between sender and receiver state different demand
on the information being processed. This relation differs between the social
contexts in which the communication occurs. For instance, the relation between
colleagues and coworkers is to some extent different from the relation between a
manager and his/hers subordinates. These relation issues are to a great extent
determined by the individual and their preconceptions of being a part of a group,
or not (Schein, 1988).

An organization consists of three major elements; structure, culture, and
processes (Bakka, Fivelsdal, & Lindqvist, 2006). The structure is determined by
hierarchical levels and areas of responsibilities. Basically, studying organizational



systems is a rudimentary way of getting an idea of how an organization’s
structure is built up, using a macro-perspective. Organizations have different
needs, which is why these systems can differ between companies. The structure
also exists on an informal level, which often is referred to as the employees’ social
and other needs, which the organization can not fulfill, such as closeness and
need for nutrition and food (Bakka et al., 2006).

The culture is the informal aspect of an organization, where values, norms, and
institutions are used to describe the context in which employees and individuals,
by their mere presence and involvement, can affect some of the inbound
conditions within the organization (Bakka et al., 2006). More explicitly, the
culture is behavioral patterns, opinions, and understandings, which are results of
myths, stories, histories, and other symbolical forms in organizations (Deal &
Bolman, 1997). In short, the phrase “how you do things here” could sum up what
an organization culture is (Deal & Kennedy, 1982, p. 4). Another understanding
of what a culture consists of is an organizations “personality”. This is an
explanation used in the context of an organization as a sociotechnical system.
Using this resemblance opens up for using personality psychology as a diagnostic
tool, when examining an organization (Westrum, 1992).

Finally, and perhaps foremost important, is the element in which communication
is explained. Processes, in organizational theory, are used to explain ways in
which information is being sent throughout a specific organization, where the
main focuses is on the role of the individual (Bakka et al., 2006). The relation
between messenger and receiver do not differ from other types of social arenas,
but the context in which the sender’s message often has to travel through several
channels before reaching its final destination, makes a major difference (Lima,
2007).

The dialogue is often replaced with a one-way communication, making its way
through several layers of organizational levels (Bakka et al., 2006). This type of
one-way communication can, to a higher extent than in a normal two-way
communication, make information change, distort, be misinterpreted,
misunderstood, or even lost on the way towards the receiver. Another common
problem with one-way communication in complex system, which an organization
basically is a textbook example of, is the fact that the information has a tendency
of making its way down through the organization, but not up from first the line
level. This problem is a consequence of not being able to make the feedback
system working properly. In an individual perspective, the organizational
process, besides communication, also explains perception, cognition, motivation,
leadership, and decision-making (Lima, 2007).

Companies are depending on that all the elements of the organization work
simultaneously in order to survive on the market. In a long-term perspective, the
most important is to provide safety and stability for the employees and the
company and to create feelings of stability and comfort among employees
(Rubenowitz, 2004).



The research in the field of safety! is a mix of traditions, measures, applied
theories, and a great deal of efforts that have been made within organizations to
improve and make methods more efficient (Hovden, Albrechtsen, & Hererra,
2009). This could be explained by a cultural change among companies (Reason,
1997), due to the steadily increase of methods of working preventive and reactive
with security issues (Kjellén, 2009; Duijm, Fiévez, Gerbec, Hauptmanns, &
Konstandinidou, 2008; Mohaghegh & Mosleh, 2009). Another reason for the
increased focus on security is the legislative developments, where higher
demands are being placed on the organizations (Fischer et al., 2008).

Even though more efforts are being made, injuries among employees still occur,
and are still harmful incitements for the individual as well as the organization.
Individuals are in many cases responsible for company development, while the
organization is being reduced in their overall ability to perform or produce
(Rubenowitz, 2004). The socio-psychological field of research brings forth
complementary factors and explanations of why accidents in workplaces occur. It
indicates that organizations preferably should draw on every available resource in
order to strengthen the safety for the employees. This includes every aspect from
building an environment suited for workers in to having an organization
balanced and adapted to work in line with employee needs (Carrillo, 2005).

In a larger company, there are many obstacles in providing front-line employees
with the correct information in how to act in terms of safety rules and directives,
as well as other types of information. These obstacles include issues regarding the
organizations overall ability to motivate, explain, and create acceptance and
understanding of the information (Bakka et al., 2006). Research shows diverted
views with respect to which part affects safety and security the most, the culture
(Reason, 1997), the processes (Williams, 2002; French & Bell, 1999), or the
structure (Boddy, Boonstra, & Kennedy, 2009).

Internal demands on safety are often stated by the company it self, partially to
meet legislative demands, but also to uphold ethical and moral quality. Rules and
guidelines are therefore only as good as the company wants the safety to be
(Rubenowitz, 2004). A variety of studies have shown support on the notion that
companies with a strong occupational health strategy and good guidelines and
rules can profit both economically as well as create a long-term relation to
employees and other companies (Rubenowitz, 2004). With the exception of
historical and statistical documentation, studies focused on information,
communication, and feedback could be seen as effective tools, when evaluating to
which extent a company implement and develop safety within their organization
(Williams, 2002).

1 Safety is defined as being protected from, or unlikely to cause, danger, risk, or injury
(Oxford Reference Online, 2010).



External demands also affect a company’s safety. Legislation, guidelines, ethics,
and market values are some of the factors one need to take into account when
evaluating company success in this field (Kjellén, 2000). Work and occupational
guidelines are in Sweden followed up by the Arbetsmiljoverket (Work
Environment Authority [WEA]). WEA is the controlling instrument as well as the
supervisor in determining corporate faults in the field of occupational safety
(Arbetsmiljoverket, 2003). Governmental guidelines often state demands of
physical security measures and individual responsibility, but even though laws
exist in order to hold both companies and individuals responsible for their own
safety, the guidelines often are wide, general, and inconclusive (Lorentzi, 2008).
According to WEA, higher demands are made in high-risk companies than in
low-risk, due to the fact that more documentation need to be in place. A technical
based index is being used and high-risk organizations are assessed more
thoroughly (Arbetsmiljoverket, 2009).

Aim
The purpose of this thesis is to investigate how employees perceive different types

of communication in the LKAB, Division Mining to better understand how
communication affects safety.

Questions to be answered

- How do employees perceive the system-based communication?
- How do employees perceive the verbal communication?
- How could communication quality in the field of security be enhanced?



Theoretical groundings

Organization characteristics

An organization has many different processes going on simultaneously, which
influences both the organization as a whole as well as the individuals working
within the company. For instance, decisions regarding new work directives,
economy, or rules could affect the company’s overall ability to perform on the
market (Bakka et al., 2006). Research has proven that some types of companies
are more likely to react in a negative way when incorporating new rules or
directives (Duijm et al., 2008). According to motivational psychology, changes
within the company have built-in resistance from an employee perspective. This
also affects communication in a large way. Individuals have a need for stability
and routine, which to some extent could help explain this phenomenon (Franken,
2008). These types of problems are generally grouped into the developing part of
organizations, since processes are seen as continuous, constant changing parts
(Bakka et al., 2006).

On the more predictable part, the structures within the company are often seen
as more constant. The structures are formally determined by the organizations'
different levels of hierarchy (Bakka et al., 2006). Often, these structural rules
create subgroups within the company, which results in collectivism and
resistance towards other groups within the company. These subgroups also have
positive effects, which leads to strengthening, and a source of identity for, the
individuals working within the altered structural divisions in a company
(Forsyth, 2006). Another type of knowledge base within organizational structures
brings forth the informal part, or the networks. The networks consist of
employees in an organization, which has a relation based on their field of interest
to other employees in other groups in the company. Networks could be seen as
having opposite outcome when it comes to affecting the company and the
individuals within the company. On one side, networks act as positive
incitements when it comes to understanding, and acceptance of, other groups
within the organization. In can also produce involvement in other fields of work
for the individual. On the other side, too many networks could reduce the
important collectivism and weaken the individual identity within their group
(Sjostrand, 1987).

Finally, the part of culture is, in a large way, a generator when it comes to
determine efficiency and functioning of an organization, even though it is seen as
the chaotic part of an organization. Looking at, and examining, cultures are a
relative new field of research in relation to structures and processes. The cultures
are partly determined by individual norms and attitudes, by subgroups, and by
the overall company norms and attitudes. The culture also reflects the
surrounding state in the society as well as the identity as being a part of a certain
organization. This is often the part most difficult to explain and examine, since it
takes much knowledge about the current organization in order to understand all
specific normative and attitudinal concepts (Bakka et al., 2006). This could



explicitly be seen as informal guidelines and rules on how to act in relation to
other employees and to outsiders from other parts of the society (Deal & Bolman,

1997).

Communication

According to Carlson et al. (2004), speech is a natural form of expression and an
important part in our everyday life. It provides cues, which help us perceive and
make cognitive conclusions. According to Lima (2007), this expression is one of
the tools used in social acts, and the action of speech is not only meaningful when
in a dialogue, but also holds a pragmatically philosophical meaning as long as
someone else is listening. Lima (2007) also states that speech can be seen as a
deliberate action since it has power to produce intentions. Subsequently, this
argument could also prove that, as long as the spoken message is not heard or
understood by the receiver, the effect of the word loses all meaning. Bakka et al.,
(2006), uses a basic theoretical model of communication consisting of only three
elements (Figure 1).

,  Announcemernt
Ivleszage

-

Sender E.eciever

Figure 1. Communication model I (Bakka et al., 2006).

According to Bakka et al. (2006), the communication of an organization does not
exclude these basic assumptions of the communication of everyday life.
Functionally, an organization’s perception and cognition is as dependent on
communication as an individual. This type of communication could only be seen
as a one-way communication, and explicit as a monologue, because the receiver
has, according to Bakka et al. (2006), no opportunity to give answers. This is a
type of information commonly used in mass-communication and in larger
companies. But, in the organizational context, the information usually consists of
specific incitements that affect the inbound qualities of the message being sent
(Figure 2). First of all, Bakka et al. (2006) explain that a state of encoding is
essential for the message reaching its way to the receiver. This encoding is
produced by the sender using the right “language”, e. g. a language the receiver
can understand. Secondly, the message could potentially meet some resistance
because of other disturbances. Thirdly, problems faced with the receiver
perceiving the message incorrectly is a question of decoding. If the receiver does
not have the proper tools for decoding, the message could be lost. The term of
feedback is also an essential part of communication and was first introduced
when building automated systems such as gyro-systems and thermostats.
Feedback is a major factor when is comes to successful communication and it
could be seen as an instrument for dialogue within organizations. Problems due
to factors such as feedback, encoding, decoding, and other disturbances are
important parts when examining organizations’ communication. Therefore, a
simple model of communication is not quite enough to explain the complexity of
communication within organizations (Bakka et al., 2006).
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Figure 2. Communication model II (Bakka et al., 2006).

In conclusion, organizations' efficiency in communication is their overall ability
to be aware of, and handle, these types of maladaptive aspects of messages, when
trying to make its way through the organization. The limiting incitements include
distortion of message, overflow of information, barriers, and double/conflicting
messages. Looking at the communication process in this context also produces
opportunities of understanding the importance of feedback systems, the function
of mass communication, repetitive information, and to be clear when formulating
messages (Bakka et al., 2006).

An organization is also, to a large extent, dependent on sources from both the
outside and the inside, not only in order to have an overall understanding of the
market as a whole, but also in order to have a sense of identity for the company in
relation to others (Forsyth, 2006). While some of the information comes from
interacting with other organizations and actors, other types of information is
processed and included in their own organization. The results are ways in which a
company could attract new resources. Because of this relation, all actors in an
organization have needs of information being processed (Boddy et al., 2008).

The leaders play a major role, when it comes to motivate information that is
being sent from management level. The leaders have to facilitate understanding,
and to explain the information and the underlying purposes to the employees. A
measure of their ability to fulfill these aspects could in some sense be determined
by their personality traits. Of course, other factors such as group acceptance,
relational ability, and their own role as leaders could also be seen as influenced
by their traits (Hughes, Ginnett, & Curphy, 2002). These roles of leadership are
especially important in verbal communication, which states special demands on
front-line managers in making the information valid for front-line workers.



The communication perspectives

Many aspects are, of course relevant, when investigating communication within
an organization. Fiske (1990) brings forth explicit theoretical concepts on how to
investigate communication. According him, the theories have two major
perspectives. One of these perspectives is called the semiotic school. The semiotic
school is mainly focused on understanding signs and meanings as well as how
messages, or texts, interact with humans in order to create meanings. The other
perspective, the process school, views communication as a transmitter of
messages, where the aim is to facilitate understanding on how senders and
messengers code and decode and how senders use different channels and Medias
for this communication. The process school often finds support in the social
sciences, such as psychology and sociology. The actions of communication are the
primary field of research, and the intention is seen as a decisive factor on what a
message is, and not (Fiske, 1990).

The process school

One of the most known theories in communication research is Shannon and
Weavers (1949) Mathematical Theory of Communication. The base of this model
is the communication research at Bell Telephone Laboratories, where the aim
was to investigate how to use communication channels as efficient as possible.
Even though the research based on channel capacity regarding transfer of
communication is in a technical sense (telephone lines), the model is widely
known as being applicable on human communication as well (Fiske, 1990).

Information Source Transrnitter F.eciever Destination

Signal | i} Reecieved signal "
Ilessage Ieszage

Moice source

Figure 3. Shannon & Weaver’s (1949) Mathematical model of communication.

The Mathematical model of communication, should, according to Fiske (1990),
be viewed as a simple linear model, where the source explicitly consists of the
decision maker, who determines the message being transmitted. The chosen
message is then transformed into a signal and sent through the channel to the
receiver. The noise source consists of everything that is being added to the signal
between the sender and receiver, which the information source did not intend to
send. Noise could therefore be seen as everything outside the message, which
could affect the message (Shannon & Weaver, 1949). Other key terms in this
context is, according to Fiske (1990), channel, medium, code, and feedback. The
channel is explained as being the physical mean by which the signal is being
transmitted and the medium as the technical, or physical, mean by which the
message is transformed into a signal. The code is the system of meaning the
members, or subgroups, have in common and, finally, feedback is the



transmission of the receiver’s response back to the sender. According to Shannon
& Weaver's (1949) model, there are also three major problem levels for
communication (Table 1).

Table 1. Shannon & Weaver's (1949) problem levels in communication.

Level and type Problem

Level A, technical problems How exact can communication symbols be
transmitted?

Level B, semantic problems How accurate do the symbols express the
preferred meaning?

Level C, efficiency problems How efficient does the received meaning
affect the behavior?

The first level, level A, represents the predictability of the signal, or the number of
options available for the sender. Level B is represented by the problem
concerning how the message is being perceived by the receiver, which can vary
from language and cultural differences to the sender’s ability to produce a clear
and exact message within his/hers context. Level C is the sender’s ability to
produce the correct response (Fiske, 1990).

According to Fiske, 1990, Shannon & Weaver’s (1949) model is in a large way
dependant on the concepts of redundancy and entropy to explain their
communication model. Widely translated, the term redundancy has to do with
how predictable, or conventional, the sent information is (Fiske, 1990). If the
information is predictable, for example that your work colleague greets you in the
morning, the message is redundant. If the predictability, on the other side, is low,
the information is entropic.

Feedback

As argued in Baker (1993), feedback is a key to become more proactive when it
comes to manage incidents. One common flaw in one-way communication is to
react first when the system reports an incident. It is not useful feedback unless
the organization acts upon it. If the investigatory side uses the proactive side, the
organization is seen as able to identify problems and use the information sent
back for future prevention. The nature of the feedback can vary from quick to
long term fixes. Quick fixes can help to provide a temporary solution, whereas the
long term solutions often require self-evaluation of the role that managers plays.
In essence, overall feedback should be seen as positive. It could provide clues on
areas that need to be improved, even though the feedback isn’t always “spot on”.
Also, this system needs to have an agent with good understanding of both the
production and managerial side in order to make decisions about where the
problems ultimately lies (Baker, 1993).
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“This joint function, if properly handled, can increase the awareness
and acceptance on human factors as a recognized element in the
industrial context, infiltration being arguably more effective as a
technique than confrontation”...(Baker, 1993 cited in Wise et al., 1993.

p. 248).

Flin et al. (2008) also brings forth complementary remarks of the importance of
feedback systems. Feedback enables the sender and receiver to decide whether,
or not, the meaning has been properly understood. It could theoretically close the
loop of communication, and hold flaws and misunderstandings to a minimum. If
the feedback is not made, the messenger has no knowledge of whether, or not, the
meaning has been understood (Flin et al., 2008).

Safety and communication

In safety research, there is a widely spread conception that one of the main
problems is to get the safety systems to work proactive, preventive, and with a
constant flow of information and feedback (Reason, 1997). Nevertheless, research
support that lack of information and feedback systems is a main problem, when it
comes to developing new strategies (Hovden el al.,, 2009) as well as when
working with present tools (Reason, 1990). The usage of integrated models, with
a wide base of theoretical starting points, is argued to be a premise for future
development concerning safety research (Wise et al., 1993).

According to Flin et al. (2008), communication is fundamental to workplace
efficiency and safety and communication divide it into four components (p.69):

What — the information to be communicated

How — the means to communicate the information

Why — the reason for the communication

Who — the person(s) to whom the information is being communicated

The behavior that determines the quality of the communication is primarily
based on organizational policies and could be enhanced further by training.
These factors play a vital role when it comes to successful completion of tasks.
And this is not only the case when it comes to safety, but also to overall efficiency
(Flin et al., 2008).
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Safety and communication failure

According to Reason (1997), many organizational accidents can be interpreted as
being communication problems due to:

. System failures
. Message failures
. Reception failures

These failures are to a very high extent influenced by Shannon & Weaver’s (1949)
Mathematical model of Communication (Chapter 1.2.2). The system failures are
to a high extent caused by missing channels or missing quality of channels. The
message failures occur when the channel is not able to transmit the information.
Finally, the reception failure occurs when the message is either misinterpreted or
arrives too late to the receiver (Reason, 1997).

The polarity between safety and production

According to Johnson (1996), there are some issues and polarities in
organizations that are pretty much unsolvable, but still manageable, when
knowledge and skills to meet these issues are obtained. The nature of these
polarities can vary from organizational change and between-group conflicts to
success in terms of production or safety (Johnson, 1996). While both safety and
production are measures of success for a company they are opposites in an
interest conflict (Carrillo, 2005). Carrillo (2005) argues that the polarity between
safety and production could be reduced by addressing the problems within an
organization. Success when addressing this polarity consists of communication
and training, where the major key of making these parts functions properly is
leadership.

“Leaders who are able to talk intelligently about the ethical issues that
underlie polarities are better able to inspire and motivate employee
commitment to safety...” (Carrillo, 2005, p. 34).

Rubenowitz (2004) brings further light to the problems concerning productivity
and safety. Efforts concerning safety could lead to fewer accidents and lesser
reported sickness numbers, which in the long term could have a positive effect on
productivity. These conclusions are closely connected to employees’ work- and
workplace satisfaction and feelings of safety (Rubenowitz, 2004). Also, a
generative environment which keeps the comfort and knowledge base solid
among employees could be seen as a positive incitement on productivity, which
leads to the conclusions that these two polarities in some way could strengthen
each other (Westrum, 1992). Even though production could be reduced in the
short term, a company where efforts are made in areas such as information,
training, communication, and feedback, the overall result is positive on almost
every account in the long term (Westrum, 1992).
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Method

This study is being carried out in a mining company in the north of Sweden;
LKAB. The project at LKAB, “Safety First”, is a leading principle within the
company that explicitly means that every injury among employees should be seen
as unacceptable. The project has led to a positive development, with fewer
sickness numbers and less reported injuries. However, in the company it is
perceived that there are factors which can affect their future success with their
Safety First-project. These factors include 1) How employee communication
regarding safety information is being processed through the organization, 2) How
employee evaluates the measurements, instruments, and tools used by the
organization, and 3) How to make their safety measures more efficient. In this
thesis the focus is in one of these areas; namely the process of communication.

Informants

The total population (employees within LKAB) were, at the time of the study,
3956 persons and the sample was selected through a subjective selection
method. The choice of this method is based on the fact that in order to
understand an organization, and as in this case, a process, it is needed to have
representatives from every hierarchical level in to understand to processes fully.
The criterion for being selected was based on the following prerequisites:

1. Has to work within Division Mining, Malmberget.

2. Has to include representatives of every category of employee, in
terms of age, gender, and hierarchical level.

3. Both above ground and underground employees has to be

represented.
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The selected informants varied in age, ranging from 23 to 61 and in gender, 4
women and 10 men. In total, 14 persons were interviewed and they represented
three levels in the line organization, and two different fields of production
(mining and refinery). The informants were chosen by their level of responsibility
and by their overall match to represent the LKAB Group

Table 2. Interview selection for Division Mining South and Division Refinery in
LKAB.

Division Mining South Mining South Mining Mining South
and Refinery  and Refinery South and  and Refinery
Malmberget ~ Malmberget Refinery Malmberget

Malmberget
Level of First Second Third Specific
responsibility
Positions Front-line Production Strategic Safety
employees managers managers  Representativ
e

Number of 2+2 2+2 2+2 1+1
informants
Total number 4 8 12 14
of informants

Material

The material consisted of a theme sheet of five general issues. These themes were
complemented by an introduction and a conclusion. This type of interview is
referred to as a semi-structured interview (Halvorsen, 1992). The introduction
consisted of a brief explanation of the study along with ethical information, and
the conclusion gave the informants an opportunity to ask questions, if they had
any (Appendix 1). Two test interviews were conducted in order to estimate time
and to prepare the interviewer mentally for the interviews. The interview guide
consisted of the following themes:

Background information and role within company

Communication in general

Communication with managers, colleagues, and possibly subordinates
Communication in safety issues

Final remark and possible suggestions for improvements in the field of
communication.

PN

Procedure

Several contacts, beginning in the fall of 2007, led up to this empirical study. The
contacts between the author and LKAB included meetings, a feasibility study, and
an assignment description. In order to get in contact with the sample group an
inquiry was sent to all activity managers in LKAB, Division Mining, Malmberget.
The inquiry was written in Swedish and consisted of a presentation of the author,
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the subject of interest, and contact information to both the author and the
academic supervisor at Luled University of Technology (Appendix 2).

The interviews were conducted during the spring of 2010 in LKAB Malmberget
(from March 22nd to April 16th). A total of 14 interviews were carried out, in
Swedish, ranging from approximately 20 to 50 minutes. The informants were
informed on ethical issues and had an opportunity to pose questions after the
interview was finished. The interviews were all made in offices, or secluded areas,
and the informants had to turn off all interfering instruments, such as phone (if
possible) and computer, before the interview started. The interviews were
recorded with a standard type Dictaphone was used.

Data analysis

The data analysis was carried out, primarily, during the three weeks the
interviews were made in order to make the transcripts as close to the interviews
as possible to remember as much of the answers as possible. The conclusions
were in line with qualitative content analysis, which includes repetitive
interpretations of the interviews, marking of sentences answering the research
questions, making condensations of meaningful answers, both latent and actual
answers (Denscombe, 2000). Finally, main conclusions were drawn on each of
the themes. The transcription of interviews were made on computer and then
deduced with the method of meaning concentration in order to answer the
research questions. All quotations are direct translations by the author from
Swedish to English. All material used in this study has been reviewed critically by
the author and his academic supervisor and revisited several times before use.

Delimitations

Only results derived from the themes and the interviews regarding system-based
and verbal communication were handled. The theoretical perspective is based on
the process of the school of communication and other theories, which further
explains the connection between communication and security.
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Results and analysis

System-based Communication

When asked how the security efforts were working, one of the informants
illustrated his view accordingly:

You know, I am I bit frustrated over this. It is a big focus on security,
which is good. But it doesn't feel like we have found the right way
when it comes to handle this subject. It has much to do with security
rounds. Bosses are supposed to do 15 security rounds every year, and
others two. If you open the database where you registering these, you
often find that these reports have a lousy quality. We have no visible
evaluation. I mean, does this effort give results? Is this right? Is this
the right method? It feels like it is collective orders — you will do these
security rounds. And most employees think it is rather pointless.

This was a reoccurring theme, when making these interviews. The goal of an
effort should clearly show the employees which effect an effort has. This
informant accepted the big focus on security, but he also claimed that these
security rounds have little or no effect. Another informant made a similar
statement when it comes to safety equipment:

Sometimes, I believe it is ridiculous that we are forced to use safety
equipment. I mean, on certain places where there are no hazards at
all, we are supposed to wear safety equipment, because we are in a
‘safety equipment zone’. But if I know there are no hazards there, why
am I forced to wear helmet for example?

This example was, however, in its nature somewhat dissimilar to the previous
situation. Where the first had to do with which effect a procedure has, this answer
has more to do with a misinterpretation of the purpose for the use of helmets
inside certain areas within the company. Even so, the core issue were interpreted
to have the same origin when it came to the communication perspective. It has its
roots in the clarity of the information being passed on to the informants. If the
communication was working ideal, the informant should have known which
effect an effort has as well as having a god understanding of what the meaning of
the rule implicitly is.

Some distinguishing features were also made when it came to how the informants
perceive the information in terms of validity and update:

I believe that company management sometimes doesn'’t tell us the
whole story. I have been in situations where ‘they’ totally deny one
issue one day, and then have totally changed their minds to the next...
/...and it has nothing to do with my boss, but with the people
‘upstairs’. It makes us insecure when we don’t know what to expect.
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This statement shows that the informants sometimes felt that they were provided
with inadequate information. It is also believed that these feelings create
exaggerated mistrust. The informant was pointing to high-level management,
and, even though, no one in the company knew what to expect, the message ‘we
don’t know’ is better than none at all. However, from another informant a totally
different view was given:

...Insidan (Authors note: LKAB’s internal forum for information)
works great...I mean...It is nothing wrong with it. It is also a great
forum to send out information and things like this. I think so,
absolutely...everything is always updated on the computer. Possibly,
it is the older persons who may not like the screens, but they could get
information printed if they wanted it.

Whether, or not, any of these is more correct than the other is not known. One
could advocate the thesis that there could be some problems with informants
feeling that they were missed out on information occasionally, which might has
its explanation in communication quality.

Some issues surrounding employees’ possibilities to influence information being
given through system-based communication was also investigated.

...I think Insidan is great, but we don’t have any saying on what is
being determined. But sometimes you just look on the computer and
all of a sudden a new rule has been decided. And we have no saying
about it, even though it seems impossible to apply.

This could be seen as one of the most typical examples of what happens in a large
organization. Rules, directives, and guidelines decided from central positions
within the company are applied without consent, feedback, or without any deeper
understanding of how it could affect employees. It is believed that this is not
unusual, but rather more likely to occur in larger companies. The only way of
making strong, applicable, and valid rules is to ground the rule where it is
supposed to be applied. This could, to some degree, be solved by creating
feedback systems into the information platform or forum. Though, the
possibilities of not being able to perform directives are occurring, as seen in the
following answer:

Rules, rules, rules. If I had followed all the rules I have to follow, I
wouldn’t be able to produce anything at all.../...some parts of my job
are hazardous, and I can not stop the entire chain because I have
forgotten some small detail. You can not build a totally safe
environment for us.

This statement should be seen as an example of an informant who does not feel
any possibility to fulfill the rules set up. This could be resolved by better feedback
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and opportunities for the employees working in the production environments
and to focus on the specific opportunity he/she has when it comes to fulfill
these rules. If the rules are not applicable and valid for the employees, they will
not have much strength or support, making them and in worst case obsolete.

The final part in the system-based communication revolves around the issue of
how the informants perceive their job assignments.

I am happy with my job most of the time, I like my colleagues and my
coworkers.... /..sometimes, certain times of the month, I get
smothered with paperwork. And fine, that’s a part of my work. But it
would have been nicer to be able to speak to my coworkers to a
higher extent.

Several others also expressed certain anxiety over the increased time spent
behind a desk in manager levels. Every new rule, directive, and guideline increase
their administrative tasks and the consequence are often that they feel that they
take to much time. This notion is also expressed in the following statement:

You must process every risk report that comes in and you have to
process every proposition. You should have your coworker
discussions, your section meetings, your division meetings, your
AMG meetings (Authors note: work environment meetings) plus
every other meeting. And besides that handle every day issues. The
results are that you have very little time with your coworkers. Very
little time...and this is the case for both strategical- and production
managers.

The managers had to balance between meetings, administrative duties, and their
commitment with their subordinates. In a communication perspective this does
not, of course, only affect the system-based communication, but the system tends
to overflow the other types of communication.

Verbal Communication

Here communication implications that may concern the dialogue between
employees are at focus. The following quotation is representative for the opinion
held by the informants and suggests a response what possibly could strengthen
communication.

I mean, the more you get to know people...that they feel that we can
spend time with each other, the more spontaneous communication
you get. And it is the spontaneous communication you want, not as
the case is when we are sitting on meetings and are supposed to talk
about something in particular.... /...the best, I feel, it's when someone
Jjust express what they feel. Then what they really feel is being
brought to the surface. In other word, a dialogue is the best. I feel that
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the more time you have among employees, the better the
communication gets.

It seems obvious that the verbal communication were believed to have an
important role in the organization according to this informant. The system-based
communication was in some way seen as a competing communication. If one type
strengthens, the other loses energy. It could be said that ambitious ideas, such as
security efforts or development and implication of other company issues, could
lead to a long time exhaust in other parts of the communication system. Factors
such as geographical placing of employees with direct cooperation should be
taken into account. This quotation gives, to some extent, an insight on how
communication should work:

If you have the possibility you could go to different workplaces. I
mean, they always offer coffee. And usually, they get really happy
when you come by and drink a cup and discuss everyday topics,
problems areas or things they are pleased with. You also pick up
signals when you are among the employees.../ ...this, I think is an
important piece. I don't feel like there is anything positive to just sit
‘locked in’ in one place. If you have these possibilities, you should use
them accordingly.

This shows quite clearly that the collectivism is widely spread throughout the
company. Both visitors and employees saw it as positive when a person drops by
for a visit. Another informant described the importance of verbal communication
as follows:

One of the most important types of communication occurs when our
boss visit us during a break. We can talk freely upon issue that has to
do with work as equals. I mean, e-mail, phone calls, and these things
aside, but our coffee breaks are very important for us, and they help
us in our daily work.

Not only seeing breaks as employee rest, but also to accept and understand that
these breaks provide useful and important information for employees should be
seen as a great asset and also as a proof of the functioning and inbound strength
of the communication, even though, previous evidence point to some flaws in the
verbal communication.

The next focus is on employee work roles and their opinions:

...I mean, I sometimes feel that I am not able to do the things I am
supposed to do. The most important thing in my job is according to
my opinion to be a support for my subordinates. And I feel that I am
not always having the possibility of being the support I want to be for
them.
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Feelings of this nature are signals that the informants at the production
level feel that they were having dual roles, the supportive and the
administrative. The communication is in this case dependent on the fact
that this role needs to be clarified. In essence this could be seen as a choice;
should the production managers be supportive or administrative? The
following informant also brings some interesting remarks when it comes to
job roles:

I think that all of these incident and accident assessments take some
time off from what is feel I am supposed to be doing on my job, to
distribute ore.

This informant seems to be a bit confused on the matter on what to focus
on. On one side, the informant has interests in that the production runs
smoothly and without disruptions. On the other side, the safety should be
seen as central in their work. This could create controversies, from a
communication perspective, and as a consequence they feel they have to
make a choice between two rights or two wrongs. The problem faced is to
communicate their work role more clearly and to provide norms and values
on what should be their primary role.

The final part has to do with how the informants perceived that their opinions are
listened to and the first quotation is from the production management level about
how they perceive the communication with their boss:

Idon't think it is any good at all.../...I feel I have no influence. I think
this piece in communication is important. By this, I don’t think my
influence should be to make decisions, but if anything, that I should
be able to know things.../ ...because if I know, I can start to work up
my personnel. I feel much is decided ‘up there’, which should be
carried out on floor level. And then, you don’t communicate. I don’t
understand why they do that.

This is an aspect worth noticing, since it unarguably diminishes this informant’s
motivation. This is, of course, a huge problem when it comes to the verbal
aspects of communication. The dialogue between subordinates and their bosses is
an important factor worth further development.
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Discussion

The aim of this study was to investigate how employees perceive different types of
communication in the organization in order to facilitate understanding of how
communication affects safety. In order to answer this, three research questions
were used, which are presented in this chapter.

How did the employees perceive the system-based
communication?

Even though the informants expressed themselves as having some issues with
certain aspects of the system-based information, most informants perceived
internal communications systems such as “Insidan” and “Notes” as effective tools
for providing large number of people with information. But, even though, the
results reveled positive thoughts of these systems, the informants perceived that
there was a problem, namely that they were not able to correspond or in some
cases answer and get a fast and reliable answer to their questions, or feelings,
about the system-based information. This was also the case when it came to the
explanatory value of the information and why certain types of messages even go
out, when they where not affected by them. One group that was more skeptic
towards this medium was the older informants. The majority, however, did put a
lot of trust in these tools and perceived them as important for their work role as
well as for the company’s future.

How did the employees perceive the verbal
communication?

According to the results in, there was a unified conception that the verbal
communication was perceived as rather poor and that this type of
communication have been reduced over time. However, verbal communication
with colleagues, bosses, or subordinates who are in direct geographical contact
with each other were perceived as of great importance both for their own
efficiency, for their general comfort, and for the efficiency of the company. The
explanation for this reduced verbal communication was quite clearly a
consequence of a more administrative focus in the company and the increased
amount of system-based communication.

How could efforts concerning communication result in
increased quality in the field of security?

As foretold in the theoretical chapter, one can see communication as an
important factor for the majority of fields when studying an organization. In the
same way, communication flaws affect security issues as well. If the verbal
communication gets weakened, the production managers, strategic managers as
well as the management has less insight as to how the security efforts are
perceived, managed, and accepted. This could lead to difficulties in making
conclusions about the real effects of these efforts. This could also lead to a lack of
understanding why all these efforts are being made. There was, however, a wide
comprehension on several of the security measures among the informants.
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Efforts such as incident and accident reporting were seen as important parts in
the company as well as risk analysis and risk management. These finding could
be explained by the employees understanding of the area and their knowledge on
how the company was working with these parts. The security round, on the other
hand, was seen as a time consuming practice with no visible effects. Whether, or
not, one focuses on the god or the bad examples the key for success is the fact
that knowledge, communicated from the company, has a positive effect on
security efforts. The communication is, thereby, an important factor for present
and future company security.

Theoretical implications

The theoretical groundings used in this thesis were based on the notion that an
organization consists of three major parts, the structure, the culture and the
processes (Bakka et al., 2006). This conception was supported by the results in
this study. Discussing these parts part, it is important to understand to which
degree these parts affects each other. One result in this study points at the
importance of having a geographical closeness to the managers. If the structure is
‘flat’, the organization will have fewer hierarchical steps, which is also advocated
by many organizational researchers today (Rubenowitz, 2004). On the other
hand, this study showed that a flat organization states higher demands on the
decision makers, demands that in some cases were perceived to be too high.
When balancing between an administrative and a supporting role in a company,
the success is to a high extent depending on the structural prerequisites made by
the company. When mentioning the importance of the company culture, it will
surely make large prints on the individuals working in the company, as
mentioned by Deal & Bolman (1997). If the individual sees a rule as abundant, or
carried out without a properly motivated reason, this could hold a cultural
resistance against this rule, which from an outsiders view could seem highly
valid. It all depends on which attitudes the employees’ holds towards, or against,
a rule. The processes, which were especially enlightened in this study, also have
had its importance when it came to the inbound function of the organization.
Making the flow of information reach every employee, without being
misinterpreted or distorted, and making information lead to a proper effect is not
something a company should take lightly (Fiske, 1990). These factors are all
separate research areas for the committed company. This study has, by its results,
merely begun to scratch the surface on what could be done in this area. But, the
results gathered in this study and the recommendations made are aspects that
will demand both time and efforts to be developed further.

Verbal communication is most certainly an important part of our everyday life
and it could indeed help us produce intentions (Carlson et al., 2004). The verbal
communication is, of course, also important when it comes to produce company
intentions. When making rules, guidelines, and directives, a company has to be
clear to reach out with the message. The message could be introduced by system-
based communication (Bakka et al., 2006), but in order to reach a higher level of
acceptance, the authorities and the subordinates has to be able to discuss and
produce their own motives for their acceptance. This relation of building an
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acceptance of company values is to a high extent dependent on the inbound
feedback systems (Baker, 1993). This study has reveled results that indicate flaws
in providing feedback from the production level to the decision levels. Baker
(1993) describes that a common flaw in one-way communication is to react first
when the system reports an incident. This could also be interpreted as being the
case in the studied company, even though they show signs of both ambitious and
highly developed incident and accident report systems. The ideal situation in
Baker’s (1993) discussion would unarguably be when the company reacts before
an incident, instead of waiting until an accident happens. The efforts made, in
risk analysis and risk management, are certainly steps towards this ideal
situation, but in order to reach this goal, it is apparent that the front-line workers
also need a voice, which also is, by the company, considered when determining
the next step. This could not only produce a deeper understanding of the motives
for producing these rules, but also motivation to follow them (Franken, 2008).

As mentioned by Flin et al. (2008), safety and communication go hand in hand.
The proactive work is dependent on good communication and successful safety is
based on the same principles that are made in all types of successful
communication. A deep understanding of the reason for, and which effect a rule
is supposed to have, was a reoccurring theme in this study. When the informants
did not understand a rule, evidence supported that this rule needs to be properly
motivated in order to be accepted by them. Carrillo (2005) points to the fact that
there is an inbound polarity between safety and production, which in a worst-
case scenario could lead to a conflict of interest. The medicine, however, is
according to Carrillo (2005) to have leaders who can balance between these
interests in a proper manner. In this study it was surely showed that some of the
informants perceived this polarity. On the other hand, the results could not
pinpoint the reason for this polarity as being sorted out merely by a balanced
leadership. Other factors, such as the inbound culture and the commitment and
willingness from employees to accept and understand which factor should be in
first hand between safety and production, are also seen as determinants of the
safety success in the company.

Conclusions
The suggestions presented should not only be seen as static recommendations. In
every company, there are possibilities and limitations that in one way or another
affect the ability to provide positive changes without making other fields affected.
The following suggestions should, at least, be taken into consideration when
making the continued journey towards enhanced communication procedures and
employee acceptance of the continued development in the field of security.

System-based communication enhancements
1. Increase communication legibility. Motivate the measures more
clearly and explain what effect the company would like to attain.
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Increase the quality of the communication. Limit the flow of
information or use one channel for the most important information.

Give employees opportunity for feedback. Create contingencies for
comments, or contacts, if the employees perceive something as
unclear.

Take into consideration employees’ opportunities to adapt efforts.
Have a dialogue with the employees who are going to adapt the
efforts and ask them if they have the possibilities to implement
them.

Facilitate employee understanding of the effects, such as rules,
guidelines, or directives, before they are carried out. Use analysis of
time consumption and employee opportunity and weigh these
against the feasible positive effect the company wish to achieve.

Verbal communication enhancements

1.

Strengthen group possibility to send and receive information. Place
employees with close collaboration close to each other
geographically.

Develop clear work roles for each and every work position. Clarify
which role they currently have and which role they are supposed to
have.

Try to create opportunities for feedback between different
hierarchical levels. Make a “reference group” for discussing and
determining if larger efforts are possible and which obstacles and
opportunities they might result in.

Methodological discussion

In every research project, the researcher is faced with both limiting and
strengthening forces. This depends on factors such on approach, validity, and
reliability. In qualitative research, in relation to quantitative research, these
limiting forces could be concluded by (Denscombe, 2000, p. 162-163):

Time consuming analysis and information gathering.

The data analysis is often harder.

The reliability is weakened because objectivity is harder or according to
some impossible to uphold.
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- The interviewer effect, which states that informants could try to answer
questions in accordance with what they believe the researcher seeks.

- The inhibition effect, which includes the idea that the interviews does not
provide a “natural” situation for the informant.

- Invasion of privacy. This has to do with researcher’s social skills and their
ability to not insult the informant.

The method in this study was a qualitative approach with interviews. This choice
was based, partially on the very nature of the study (to interview employees on
how they perceive communication), and partially on the thought that this area
needed to be studied “in depth” in order to make solid conclusions on the issue
being studied. The advantages of a deeper understanding of the phenomenon
being studied, is the most significant difference between a qualitative and a
quantitative study, where the latter is commonly used when you want to have a
representative result of a population. In a qualitative study, however, the
representative strength is weakened because of the approach, but, on the other
hand, the question of representativeness of the total population could be seen as
secondary when it comes to understand a phenomenon (Denscombe, 2000).
Other strengthening motives for this approach includes (Denscombe, 2000,
p.161-162):

- Information depth and researcher insight. It is easier to research the

informant in depth and create a deeper understanding of the nature of the
field of study.

- The informant can choose how to answer the questions being presented.
More over, a qualitative approach is also believed to therapeutically affect
informants, which often results in a positive commitment toward the
subject and study.

- Qualitative research has more flexibility than quantitative because
researcher can always clarify and validate the answers. The internal
validity is by this notion also higher in a qualitative study.

A survey investigation is a research strategy based on the notion of “doing a
comprehensive and detailed review”. It could also be seen as the gathering of data
through mapping and this survey investigation is characterized by three features
(Denscombe, 2000, p. 12):

e Wide and extensive coverage
e Atacertain time
e Empirical research
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This approach is closely connected with modern research within the field of social
sciences. The strategy does, however, say little or nothing about the method being
used, but explains and characterizes the approach (Denscombe, 2000).

The choices between research methods are numerous. Because of the nature of
this study, the author only had to decide between two approaches, the
quantitative or the qualitative approach. The final choice resulted in performing a
qualitative study. This choice was primarily made according to the aim of the
study. These arguments also illustrated a discussion of limiting factors associated
with a qualitative study discussed in the following chapters.

Objectivity
The objectivity has a lot to do with researcher ‘self, his or her previous
experiences, understanding, prejudices, and conception of the field. The analysis
of the researcher in relation to the context in which the study is conducted
requires a reflexive statement of the researcher and his/her influence on the
research.

The author has been aware of this objectivity problem since the beginning of the
study. All of the results presented have been reviewed by company and academic
representatives, who have evaluated the results as being to some extent objective.
But it is the author’s belief that total objectivity should not even be an aspiration,
since the understanding of the problems in question have required a certain
insight in the company as well as an understanding of the employees’ situation.

Reliability

“"Would someone else make the same conclusions when making the same study?”
(Denscombe, 2000).

This is surely a hard question to answer. To begin with, one could look at the
study’s basic premises. The purpose of this study was to facilitate understanding
of how employees perceive the communication within the company and the
analysis was based on general theories of communication.

It is in the authors’ strong belief that another researcher would in fact find similar
results if they would do the same study within this specific company. The results
both seem believable for informants, as well as for the company contacts, who
have reviewed these results after the completion of the study. The method focuses
on answer issues within a theoretical field, which also should point to the fact
that the reliability is acceptable. This is also the case if one look at the choices of
sample and informants. It would be hard to find general results of how the
communication works if the different employee levels were not represented. All
of these choices were made out of thoughtful and carefully analyzed decisions
made by the author. One could, however, point to the fact that no unified theory
is used for the analysis, which could weaken the reliability if the chosen ones were
not compatible. The author do not perceive this as being an issue, since the
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empirical data, more or less, proved that the majority of these factors were
identified and also perceived as problem areas according to the informants.

Validity

“..How well have the researcher measured what was intended to measure?”
(Denscombe, 2000)

One part of determining the validity of a study is by looking at the conclusions. By
studying these, the researcher as well as the reader should be able to make
judgements of whether, or not, these conclusions correspond to the studied field
and if they make justice to the complexity of the studied field. Since the
conclusions could be seen as varied and easily explained by the theoretical as well
as the empirical parts of the study, this should represent strong and solid
conclusions.

The question of whether, or not, the author has acknowledged her-/himself as
having had an impact on the study is a question that quite clearly is hard to make
solid conclusions about. The author tried, to his best knowledge, to make open
minded and solid conclusions based on relevant theories, interpretations as well
as not trying to emphasize one side.

The results should be able to speak for themselves, and these were based on
investigated units significant for the study’s purpose and research questions.
Therefore, the author believes that this points to a solid validity.

Possibly, one could argue that the validity could be determined as having flaws
when it comes to showing results that support these findings or conclusions.
Some of the contacts at LKAB have been given the opportunity to take part of
these results, and they recognize the issues concluded in this study, which should
also point to an acceptable level of validity.

Finally, the external validity should also be interpreted as acceptable, mostly,
because of the theoretical grounding when it comes to support the conclusions
being made. Also, the findings are supported by research within the area (Duijm
et al., 2008).

Ethics

“...Have the researcher upheld his promises towards the informants?”
(Denscombe, 2000)

All informants were informed about the ethical issues before the interview began.
This includes consent of autonomy in participation, right to withdraw without
negative consequences, anonymity, confidentiality, and the right to get access to
the results (Denscombe, 2000). Since the informants were given the free choice
to participate and to withdraw if the job situation forced a stop, the author
believes these aspects are covered.
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No withdrawal from the interview was made and only one informant had to
reschedule the interview. The anonymity as well as the confidentiality was kept as
high as possible. The only person who knew most of the subjects was the author’s
main contact in the company. The main contact never got to see, or hear, the
interviews, so only the author had access to the material used for the results of
this study.

The rights to access the results are managed by giving a presentation in the
company when the study is finished and by publishing the thesis on
www.ltu.se/library.

Suggestions for future studies

From the experiences made, the following suggestions are presented for future
studies:

1. How organizational structures affect the communication processes.

2. Do more effective tools for administrative tasks facilitate communication
between different levels in the organization?

3. What impact does a feedback system for system-based communication has
on communication within an organization?

4. What impact has determined, and clarified work roles and needs for
employees?
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Appendix 1: Interview guide

Introduktion

- Allmént om begreppet kommunikation

- Anonymitet

- Konfidentialitet

- Ratt att avbryta

- Ok att spelain?

Bakgrundsinformation

- Beritta lite om din befattning i foretaget (Ansvar

personal/verksamhetsomrade, arbetsuppgifter?)
Kommunikation generellt

- Beskriv hur du uppfattar foretagets kommunikation till dig som anstalld
(ex. regler, direktiv, riktlinjer, rutiner. uppfattas avsikt tydligt? bra eller
dalig?)

- Anser du att det fors en dialog inom foretaget generellt? (anser du att
personal far gehor for sina asikter?)

Kommunikation med chefer, kollegor och ev. understallda

- Beritta om din kommunikation med dina chefer (uppfattas bra, dalig,
exemplifiera?)

- Beritta om din kommunikation med dina kollegor (uppfattas bra, dalig,
exemplifiera?)

- Om du har personalansvar, beskriv kommunikation med dem (uppfattas
bra, dalig?)

- Anser du kommunikationen generellt ar tydlig (regler, direktiv och
riktlinjer. Om inte, varfor?)

Kommunikation arbetsmiljo och sakerhet

- Hur anser du att kommunikationen gallande arbetsmilj6 och sakerhet
fungerar generellt? (mellan personal, chefer och kollegor)

- Kan du beskriva hur du uppfattar kommunikationen gallande arbetsmiljo-
och sakerhet (bra, dalig?)

Kommunikation, olika budskap och forbattringsomréaden

- Anser du att du maéste prioritera mellan olika intressen och omraden i din
yrkesroll (beskriv isf. hur?)

- Anser du att kommunikationen skulle kunna forbattas pa nagot satt
(Foretag, mellan kollegor, mellan chef och personal, arbetsmiljo &
sakerhet? om ja, kan du beskriva hur?)

Slutligt
1. Har du négot ovrigt att tillagga inom omradet? (beskriv)
2. Har du nagra fragor?

- Tack for din medverkan!
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Appendix 2: Inquiry of interest

L

Hej,

Mitt namn ar Henrik Magnusson och studerar mitt femte och sista ar vid Luled
tekniska universitet. Under varen 2010 kommer jag befinna mig pa LKAB for att
skriva mitt examensarbete. Min studie kommer att behandla omradet
informationsprocesser.

En forutsiattning for att jag ska kunna slutféora mitt examensarbete ar att jag
hittar anstillda inom organisationens samtliga led, som ar villiga att stilla upp pa
intervjuer. Intervjun kommer att ta cirka en timme att genomfora. Nar studien ar
klar kommer inga svar kunna aterkopplas till er som anstilld. Dessutom kommer
allt tolkningsmaterial destrueras nar tolkningen av svaren ar gjord och arbetet
examinerat.

Intervjun kommer att besta av tre delar,

5. Introduktion av dmnet samt information angdende forskningsetik (ca. 5
min.)

6. Intervju och fragor angdende en rad teman (ca. 45 min).

7. Avslutning, med forklaringar och chans for er att stélla fragor (ca 10 min).

Svaren kommer att spelas in for att slippa eventuella feltolkningar, men aterigen
vill jag papeka att jag tar fullt ansvar nar det giller sekretess och att halla
informationen for mig sjalv. Dessutom far ni sjalvklart chans att ldmna
synpunkter och reflektioner angaende intervjun och hur svaren kommer tolkas
efter intervjun. Jag ar tacksam for ert deltagande, och detta bor ses som en bra
mojlighet att paverka foretagets framtida utveckling. Om Ni stéller upp som
informant for denna studie dr min férhoppning att ni besvarar frigorna efter
basta formaéga.

Intervjuerna kommer att genomforas under varen 2010. De som deltar i studien
kommer sjalvklart att kunna ta del av resultaten nar studien ar slutford.

Om du har nagra fragor eller funderingar kan ni hora av er till mig personligen
eller min handledare vid LTU.

Tack pa forhand!

Student: Henrik Magnusson Handledare: Prof. Hakan
Alm

Telefonnummer: 076-826 45 09 Telefonnummer: 0920-49 12 70

Email: eheamu-5@student.ltu.se Email: hakan.alm@ltu.se
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