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 Abstract: The subject of the research in this paper was the 
examination of satisfaction with the internal communication 
dimensions that have the strongest correlations with job satisfaction, 
which are: supervisor communication and personal feedback. 
Therefore, if employees are satisfied with these communication 
dimensions, their job satisfaction will be at a satisfactory level. The 
goal of the research was to determine satisfaction with the observed 
communication dimensions based on the employees' attitudes. 
Managers' and non-managerial employees' attitudes towards the 
observed communication dimensions are presented, also. On the 
sample of 72 respondents, using descriptive statistics, the results have 
shown that the employees are not satisfied with the observed 
dimensions, also, the non-managerial employees are less satisfied 
than the managerial ones. The results are useful since they provide a 
description of the observed dimensions and findings of the previous 
studies, especially the ones which investigated the relationship 
between satisfaction with the observed communication dimensions 
and job satisfaction. The results may be useful for (Serbian) managers 
in the process of managing the observed communication dimensions. 
The sample size limits the generalizability of the result. 
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1. Introduction 

Internal communication is the process of exchange of information, thoughts and 
ideas between the employees within an organization. Internal communication 
“involves establishing and maintaining relationships between an organization, 
supervisors, and employees” (Karanges et al., 2015, p. 129). In this regard, Baksi 
and Aich (2018) notice that internal communication is observed as a key dimension 
of employee relationship management.  

According to the findings by Verčić et al. (2012, p. 229), internal 
communication is described “as a management function in-charge of intra-
organizational communication and as an interdisciplinary function integrating the 
elements of human resources management, communication and marketing”. 
Therefore, in many of relevant studies and articles, internal communication is 
studied as a key process of human resource management and communication 
management (see previous studies in: García-Carbonell et al., 2018) and also as an 
aspect of internal marketing (Ahmed & Rafiq, 2003; Ahmed & Rafiq, 2013).  

Internal communication, as an important tool of internal marketing1, affects job 
satisfaction, job performance, organizational commitment, and organizational 
citizenship behavior (see more: Chan & Lai, 2017). Consequently, measuring 
(internal) communication satisfaction has received a considerable attention in the 
research literature.  

According to Downs and Hazen (1977, p. 72), “…'communication satisfaction' 
is a multidimensional construct”2 i.e. communication satisfaction is employee's 
satisfaction with its various dimensions. In many studies CSQ – “The 
Communication Satisfaction Questionnaire” and OCQ - “The Organizational 
Communication Questionnaire” were used.3 CSQ and OCQ have been widely used 
today in original and somewhat modified versions. The relevant literature suggests 
that researchers choose the internal communication dimensions that correspond to 
the subject and the goal of their empirical research.  

The subject of the research in this paper is the examination of satisfaction with 
the internal communication dimensions (the CSQ dimensions) that have the 
strongest correlations with job satisfaction, which are: supervisor communication 

                                                            
1 Previous studies indicate that internal marketing affects employee satisfaction (Kanyurhi & 
Bugandwa Mungu Akonkwa, 2016) as well job satisfaction, employee commitment (adopting to 
Bailey et al., 2016; Joung et al., 2015) and their loyalty (Chen & Lin, 2013) while customer-oriented 
employee affects consumer satisfaction (Hennig-Thurau, 2004). 
2 The CSQ dimensions are: General Organizational Perspective, Organizational Integration, Personal 
Feedback, Relation with Supervisor, Horizontal-Informal Communication, Relation with Subordinate, 
Media Quality, Communication Climate (Downs & Hazen, 1977, p. 70, Table 1). 
3 CSQ measures 8 different communication dimensions (Downs & Hazen, 1977; etc.). OCQ measures 
15 different communication aspects (see more: Roberts & O‘Reilly, 1974; etc.). 
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and personal feedback (Downs & Hazen, 1977; Pincus, 1986; Borovec & Balgač, 
2017).4 At the same time, the highest level of satisfaction is noted with the 
dimension of supervisor communication, while the lowest seems to be with the 
dimension of personal feedback (Clampitt & Girard, 1993; etc.).  Consequently, the 
goal of the research in this paper is to determine satisfaction with supervisor 
communication and personal feedback based on the employees' attitudes. We based 
the research on the hypothesis: Employees are not satisfied with supervisor 
communication and personal feedback; non-managerial employees are less 
satisfied than managers.  

According to Mihailović & Kovačević (2008, p. 247), immediate managers in 
Serbian private and public companies “think that problems in communication with 
employees are far more often than middle-level and top-level management think”. 
In the light of the above, the primary data were collected by the employee survey in 
Belgrade, Serbia.  

The results of this research are useful since they provide a description of the 
observed communication dimensions and findings of previous empirical studies, 
especially the ones which investigated the relationship between satisfaction with 
the observed communication dimensions and job satisfaction. The results of this 
empirical research may be useful for (Serbian) managers in the process of planning 
and managing the observed internal communication dimensions, although the 
results are applicable to this sample and not to the overall population. 

The structure of the paper consists of several parts. Following the introduction, 
the second part shows supervisor communication and personal feedback as the 
CSQ dimensions, the third part describes the importance of the observed 
communication dimensions and the assessment of satisfaction – the findings of the 
previous studies, while the empirical research is given in the fourth part. It is 
followed by the conclusion and reference. 

2. Supervisor communication and personal feedback as the CSQ 
dimensions 

According to Downs and Hazen (1977), supervisor communication as the CSQ 
dimension was called “Satisfaction with Superiors” (p. 66) as well as “Relation 
with supervisor” (p. 70, Table 1). However, the phrase “supervisory 
communication” was first used by Clampitt and Girard (1993, p. 86) while the 
phrase “supervisor communication” was used by Pincus (1986, p. 395). The 

                                                            
4 Communication climate has the strongest correlations with job satisfaction, too (Downs & Hazen, 
1977; Pincus, 1986; Clampitt & Girard, 1993; Borovec & Balgač, 2017). 
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phrases “relationship with the supervisor” or “supervisory communication” were 
used by Chan and Lai (2017, p. 215). Evidently, the phrases “satisfaction with 
superiors”, “supervisory communication” and “supervisor communication” were 
used as synonyms as well as the phrases “relation with supervisor” and 
“relationship with the supervisor”, because it is the same dimension of the CSQ 
instrument. In this paper the phrase “supervisor communication” is used. 

According to Downs and Hazen (1977, p. 66), supervisor communication 
(“Satisfaction with Superiors”) includes “both upward and downward dimensions 
of communication with superiors” as well as the extent to which a superior pays 
attention when an employee talks and the extent to which a superior listens to 
him/her. According to Chan and Lai (2017, p. 215) “the relationship with the 
supervisor, or supervisory communication, refers to the upward and downward 
communication with supervisors…”, as well as supervisor's communication skills 
(e.g. supervisor's ability to pay attention and also be open in communication, etc.). 
In the light of the mentioned studies, in this paper, supervisor communication was 
observed through upward and downward communication with supervisor and 
supervisor's communication skills.  

Personal feedback refers to the need of employees “to know how they are being 
judged and how their performance is being appraised” (Clampitt & Girard, 1993, p. 
86), as well as “the information that should be expected to be passed from the 
supervisor to the subordinates” (Chan & Lai, 2017, p. 215). As in previous studies 
(e.g. Downs & Hazen, 1977, p. 68; etc.), in this paper, personal feedback as the 
separate dimension of the CSQ, includes communication related to personal work 
and achievement.  

3. The importance of the observed communication dimensions 
and the assessment of satisfaction – findings of previous studies  

3.1. Supervisor communication 

According to Rajković et al. (2018), the highest level of satisfaction is noted with 
the dimension of supervisor communication5, which is in line with the result of the 
previous studies. However, in the previous studies, the satisfaction level of 
communication in an organization was less examined than the relationship between 
communication satisfaction and job satisfaction, etc. According to Wheeless et al. 
(1983), employees' job satisfaction was positively related to their satisfaction with 
                                                            
5 The research was conducted on the sample of employees (33) in Zemun, Serbia (at the company 
“Art Ival” d.o.o., Zemun; company has 40 employees). The employees “are generally satisfied with 
communication” (Rajković et al., 2018, p. 83). 
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an open communication with their supervisors and supervisor's receptivity to 
information. “The increase of communication satisfaction with the supervisor is 
accompanied by the increase of satisfaction with supervisor”, as job satisfaction 
dimension (Nikolić et al., 2013, p. 565). In this regard, a clear relationship between 
communication satisfaction and job satisfaction, especially satisfaction with 
supervisor communication, has been confirmed in many of the relevant studies 
(e.g. Downs & Hazen, 1977; Wheeless et al., 1983; Pincus, 1986; Clampitt & 
Girard, 1993; Giri & Kumar 2010; Nikolić et al., 2013; Borovec & Balgač, 2017). 
In addition, supervisors, perceived as leaders, were able to motivate their 
employees through communication and increase employees' job satisfaction 
(Mayfield et al., 1998). Many studies have confirmed that communication 
competence of supervisors is the predictor of employees' job satisfaction (e.g. 
Madlock, 2008), as well as that supervisors' behaviour in communication affects 
employees' turnover (Madlock & Kennedy-Lightsey, 2010). Therefore, it is 
important to evaluate supervisor communication satisfaction.  

Downward and upward communication with the supervisor and supervisor's 
communication skills are interdependent indicators of supervisor communication. 
This means, for example, that is very important how supervisors receive and respond 
to messages sent by employees, because if a supervisor is ready to listen to them and 
is really listening, upward communication improves (Verma, 2015, p. 29).    

3.1.1. Downward and upward communication with the supervisor  

Vertical information flows occur through downward and upward communication 
i.e. among employees of different levels within an organization. The flow of 
information from a higher level within an organization to a lower one occurs 
through downward communication, while the flow of information from a lower 
level to a higher one occurs through upward communication. Downward and 
upward communication occur in a flow segment, i.e. between any higher and lower 
link in the chain and vice versa. Higher-level employees within an organization are 
managerial employees (top-level managers, middle-level managers, low-level 
managers). Lower-level employees can be managerial (as subordinates of upper-
level ones) and non-managerial employees. Thus, an employee can be a superior in 
a certain segment, and a subordinate in another segment with his own superior who 
is at a higher link in the chain. Therefore, in this paper, the terms “a superior”, and 
“a supervisor” (as a person in the first-line management) are used as synonyms. 

Downward communication is used to inform the employees about the assigned 
tasks, goals; provide instructions on how to do specific tasks; explain policies and 
procedures, point to the issues that deserve special attention and provide 
performance feedback (Robbins & Judge, 2013, p. 339). Face to face 
communication and other rich media are perceived to be significantly linked to the 
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quality of information from a supervisor (Byrne & Lemay, 2006, p. 149) that refers 
to an employee personally, i.e. his job or his position in a group. The quality level 
of instructions that a supervisor offers for resolving a workplace issue is a predictor 
of the quality of his/her communication (adapting to Ramirez, 2012). Previous 
studies have indicated satisfaction among non-managerial employees6 with direct 
supervisors i.e. with their guidance in solving job related problems (e.g. Wagner et 
al., 2015, p. 979; etc.). According to Verma (2015), downward communication 
plays the most important role in an organization because this communication 
direction affects upward communication. Therefore, it is very important how the 
supervisor communicates with his employees. 

As every employee is supposed to know the current rules and why they should be 
obeyed (Torrington et al., 2005), at the same time, it is necessary that every 
supervisor knows how employees respond to certain information. Feedback is also 
provided through upward communication (in case of initial downward 
communication). Upward communication is used for sending feedback to higher 
levels, information about progress toward goals, information about potential 
problems (Robbins & Judge, 2013, p. 339). Thus, supervisors are informed about 
how and how much their employees work, if they perform tasks efficiently, what are 
their attitudes towards his/her relationship with them and the work assignments etc.  

Downward and upward communication with the supervisor may influence the 
positive atmosphere i.e. communication climate within a group and an organization, 
and vice versa, adopting to Nordin et al. (2014, p. 1046), the communication climate 
within an organization may influence upward and downward communication flow 
among the employees.  According to Pettit et al. (1997, p. 84), “although conflicting 
results have been reported” in O'Reilly & Roberts (1977) and Schuler (1977), 
downward and upward communication appears to be directly related to job 
performance. Satisfactory communication down and up and its information flows 
connect supervisors to their employees as subordinates, and it can intensify their 
interaction. Therefore, it is important to evaluate the quality and regularity of 
downward and upward communication with the supervisor.  

3.1.2. Supervisor's communication skills 

Active listening is one of the most important supervisor communication skills. It 
means that active listening skill is of key importance for the efficiency and quality 
of supervisor communication, in the way it is perceived by subordinates, and the 
way they see their supervisor as someone who pays attention to his interlocutors 
(Ramirez, 2012). According to Brownell (1990), subordinates' perceptions of how 
their supervisors (managers) listen to them are related to at least three variables: 
how well they know their supervisors, how often they communicate and how 

                                                            
6 professional nurses in this research 
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satisfied they are with their job and relationship with the supervisor. Thus, 
according to Nikolić et al. (2013, p. 565), high level of employees satisfaction with 
supervisors communication indicates that the supervisor was ready to listen to 
employees' complaints7.  

In face to face communication, supervisors can hardly hide when they are 
uninterested in listening to their subordinates, and especially when supervisors 
spend most of their time in face to face communication with their subordinates 
(Guo et al., 2015, p. 211). Besides, experts believe that over 90% of two-way face 
to face communication can be conveyed through non-verbal elements (Lehman & 
DuFrene, 2015, p. 5). In the light of the above, active listening skill and non-verbal 
communication skill seem to be essential for supervisors. 

Previous studies noticed that “when supervisors were perceived as nonverbally 
immediate, employees reported a greater level of emotional support from their 
supervisor” (e.g. Jia et al., 2017, p. 79). Besides, according to subordinates, 
supervisors' readiness for cooperation and flexibility towards them can be noted in 
non-verbal signs (warmth in one's voice, facial expressions) that they send to 
subordinates in interactive open communication (Tjosvold, 1985). Therefore, the 
communication manner of supervisors is important for employees and understanding 
of messages because non-verbal communication influences the interaction of 
supervisor with his/her employees more than verbal content would (Kay & 
Christophel, 1995; Ramadanty & Martinus, 2016). In this regard, Graham et al. 
(1991, p. 61) recommended that “Managers should be aware that most employees 
feel frustration and distrust when receiving conflicting signals from their 
supervisors...“ and that they should try to be more honest in communicating their 
emotions. However, according to Jia et al. (2017), limited studies have explored the 
relationship between emotions and supervisor communication with employees. 

3.2. Personal feedback 

Communication is the most effective when supervisor communicates directly and 
two-way with their employees, which implies a feedback flow. Providing personal 
feedback is one of the primary goals in communication which affects employees’ 
satisfaction. Therefore, it is need that employees receive adequate personal 
feedback about performance and personnel development, and not just about their 
contribution to the policies and processes within an organization. Unfortunately, 
personal feedback is the area of the lowest satisfaction of employees (Rodrigues et 
al., 2018, p. 111). Besides, providing adequate personal feedback is a universal 
difficulty in many organizations. 

                                                            
7 middle managers in this research 
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According to Nikolić et al. (2013, p. 565) “...personal feedback is the most 
influential communication satisfaction dimension, with respect to satisfaction with 
nature of the work“. Receiving personal feedback affects communication 
satisfaction and job satisfaction (Sharma et al., 2015). In this regard, clear 
relationship between communication satisfaction and its dimension – personal 
feedback and job satisfaction has been confirmed in many of the relevant studies 
(e.g. Downs & Hazen, 1977; Pincus, 1986; Clampitt & Girard, 1993; Giri & Kumar 
2010; Wińska, 2010; Nikolić et al., 2013; Borovec & Balgač, 2017). Therefore, 
focusing on investigating employees' attitudes about satisfaction with personal 
feedback is very important.  

4. Empirical research 

4.1. Methodological framework 

The subject of the research in this paper was the examination of satisfaction with 
the internal communication dimensions that have the strongest correlations with 
job satisfaction, which are: supervisor communication and personal feedback.  

Supervisor communication was observed through upward and downward 
communication with the supervisor and supervisor's communication skills. 
Satisfaction with upward and downward communication with the supervisor was 
observed through employees' attitudes to the quality and regularity of upward and 
downward communication. Satisfaction with supervisor's communication skills 
was observed through employees' attitudes to the extent to which supervisors pay 
attention to active listening and non-verbal communication skill. The satisfaction 
with personal feedback was observed through employees' attitudes to adequacy in 
providing information to employees on their performance and to the importance of 
personal development for an organization success. 

The first task was to determine what attitudes the employees had about upward 
and downward communication with the supervisor and whether they perceived 
them differently. The second task was to find the employees' attitudes towards 
supervisor's communication skills. The third task was to establish what attitudes 
the employees had about the personal feedback. Considering that subordinates are 
less satisfied with communication (practices) than supervisors (Varona, 1996), the 
fourth task was to find whether the managers' and non-managerial employees' 
attitudes about the mentioned issues differ. 

The primary data were collected by carrying out an employees’ survey in 
Belgrade, Serbia. An electronic form was applied, and 72 questionnaires were 
analysed. As for the gender structure, the sample consisted of 56% of female 
respondents, and 44% of male. As for the age structure, 53% of the respondents 
were aged 21-30, 26% between 31-40, 7% between 41-50, 11% between 51-60 and 
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3% were over 61. 15% of the respondents were high-school graduates, 17% post-
secondary vocational school graduates, 56% had academic degrees (Bachelor or 
Master) and 12% had PhD degree. Most respondents had been working less than 10 
years (72%), 10% from 11 to 20 years, 14% from 21 to 30 years, 4% from 31 to 40 
years. Most respondents were non-managerial employees (81%), and the remaining 
19% were managers. For scaling responses, Likert scale was used (very little – 1; 
little – 2; undecided – 3; much – 4, very much – 5). 

For managerial employees the term manager is used - the abbreviation M. For 
non-managerial employees (in the capacity of subordinates) the term non-
managerial employee is used - the abbreviation N. The term employee refers to all 
the employees.  

4.2. Results and discussion  

The employees' attitudes about satisfaction with upward and downward 
communication with supervisor are shown in Table 1 and Table 2. 

Table 1: Response structure - how much attention is paid to the quality and regularity 
of downward communication with the supervisor  

(the first indicator) 

Source: The data were obtained by the authors' research 

Table 2: Response structure - how much attention is paid to the quality and regularity 
of upward communication with the supervisor 

(the second indicator) 

Source: The data were obtained by the authors' research 

The employees' attitudes about supervisor communication satisfaction, i.e. how 
much attention supervisors pay to active listening and non-verbal communication is 
shown in Table 3 and Table 4. 

Scale 
rating 

very  
much 

much undecided little very 
 ittle 

Response  
structure 

12% 35% 10% 29% 14% 

Scale 
rating 

very  
much 

much undecided little very 
 little 

Response  
structure 

13% 36% 12% 33% 6% 
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Table 3: Response structure - the rating of supervisors' active listening skill  
(the third indicator) 

Source: The data were obtained by the authors' research 

Table 4: Response structure - the rating of supervisors' non-verbal communication skill 
(the fourth indicator) 

Source: The data were obtained by the authors' research 

The employees' attitudes about satisfaction with personal feedback i.e. with 
adequacy in providing information to employees on their performance and the 
importance of personal development for the organizational success are shown in 
Table 5 and Table 6. 

Table 5: Response structure - the rating of personal feedback on the performance of 
the employees (the fifth indicator) 

Source: The data were obtained by the authors' research 

Table 6: Response structure - the rating of personal feedback on the importance of 
personal development for the organizational success  

(the sixth indicator) 

Source: The data were obtained by the authors' research 

Response structure managers and their employees is shown in Table 7.  

 

Scale 
rating 

very  
much 

much undecided little very 
 little 

Response  
structure 

21% 29% 11% 24% 15% 

Scale 
rating 

very  
much 

much undecided little very 
 little 

Response  
structure 

14% 18% 33% 20% 15% 

Scale 
rating 

very  
much 

much undecided little very 
 little 

Response  
structure 

14% 29% 17% 17% 23% 

Scale 
rating 

very  
much 

much undecided little very 
 little 

Response  
structure 

7% 28% 18% 28% 19% 
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Table 7: Response structure  

I/
E 

the 
first 

indicator 

the second 
indicator 

the 
 third 

indicator 

the  
fourth 

indicator 

the  
fifth 

indicator 

the  
sixth 

indicator 
 5 %  5 %  5 %  5 %  5 % 5 % 
N 7 12 8 14 14 24 8 14 5 9 4 7 
M 2 14 1 7 1 7 2 14 5 36 1 7 
  4 %  4 %  4 %  4 %  4 % 4 % 
N 18 31 19 33 14 24 9 16 15 26 13 22 
M 7 50 7 50 7 50 4 29 6 43 7 50 
  3 %  3 %  3 %  3 %  3 % 3 % 
N 6 10 6 10 7 12 20 34 10 17 10 17 
M 1 7 3 21 1 7 4 29 2 14 3 21 
  2 %  2 %  2 %  2 %  2 % 2 % 
N 18 31 21 36 14 24 11 19 11 19 19 33 
M 3 21 3 21 3 21 3 21 1 7 1 7 
  1 %  1 %  1 %  1 %  1 % 1 % 
N 9 16 4 7 9 16 10 17 17 29 12 21 
M 1 7 0 0 2 14 1 7 0 0 2 14 
I:     indicator 
N:   non-managerial employees    58 in the sample  
M:  managers                                14 in the sample 
E:   employees                               72 total 
1,2,3,4,5: scale rating; %: of the sample N/M 
Due to rounding of the percentages related to M (1) and M (3) sum is 99%. 

Source: Authors' calculations 

For the sake of interpretation, the results have been classified into percentages 
at the level of the aggregate sample (72 respondents) and only those answers that 
responded to the scores 5 – very much and 4 – much at Likert five-point scale were 
observed. Thus, when 50% of the respondents reacted this way, the result is at the 
verge of satisfaction; when 41%-49% of the respondents reacted this way, it was 
interpreted as mild dissatisfaction with the tested communication dimension; when 
31%-40% of the respondents reacted this way, it was interpreted as significant 
dissatisfaction. 

Result 1 - The employees' satisfaction with upward and downward 
communication with the supervisor as supervisor communication indicators: There 
is a mild dissatisfaction with communication in both directions (on average 48%). 
Dissatisfaction with downward communication is more evident than upward 
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communication (47% - Table 1; 49% Table 2). Managers have more positive 
attitude. Out of the total number of managers, more managers have better 
perception of downward communication (64% in comparison to upward – 57%). 
Non-managerial employees have better perception of upward communication (47% 
in comparison to downward – 43%). The gap between the attitudes of non-
managerial employees and managers is wider when it comes to upward 
communication (10% i.e. 21%, respectively) in comparison to downward 
communication (10% i.e. 7%, respectively) with the response „undecided“ (Table 
7; the first and the second indicator). 

Result 2 - The employees' satisfaction with active listening skill and non-verbal 
communication skill as supervisor communication indicators: There is a mild 
dissatisfaction with supervisor's communication skills (on average 41%). However, 
active listening is at the verge of satisfaction (50% - Table 3), while non-verbal 
communication of supervisors is significantly neglected (32% - Table 4). Managers 
have more positive attitude on both skills, while more undecided in responses are 
non-managerial employees. Majority of the managers have better perception of 
active listening than non-verbal communication (percentage of the sample M - 57% 
i.e. 43%, respectively). When it comes to non-managerial employees, this relation 
is 48% i.e. 30%, respectively (percentage of the sample N). A high percentage of 
the respondents is undecided about using non-verbal communication. 34% of non-
managerial employees and 29% of managers were undecided about this (Table 7; 
the third and the fourth indicator). 

Result 3 - The employees' satisfaction with adequacy in providing information 
to employees on their performance and the importance of personal development for 
the organizational success as personal feedback indicators: The employees think 
that not enough attention in the company is paid to providing personal feedback – it 
is significantly neglected (on average 39%): the importance of personal feedback 
on employees' performance is mildly neglected (43% - Table 5), personal feedback 
on the importance of personal development for the organizational success is 
significantly neglected (35% - Table 6). Majority of the managers (79% of the 
sample M) in comparison with non-managerial employees (35% of the sample N) 
think that much and very much attention is paid to personal feedback on 
performance. More undecided in responses are non-managerial employees. 
Majority of the managers (57% of the sample M) in comparison with non-
managerial employees (29% of the sample N) think that much and very much 
attention is paid to personal feedback on the importance of personal development 
for the organizational success. More undecided in responses are managers - 21% of 
the sample M (Table 7; the fifth and the sixth indicator).  

The results of this empirical research have shown that employees are not 
satisfied with the observed communication dimensions (mild dissatisfaction). Non-
managerial employees (as a subordinates) are less satisfied than managers, which is 
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in line with the findings by Varona (1996). However, Wagner et al. (2015) 
indicated dissatisfaction among managers and nonmanagerial employees8 with 
regard to personal feedback. Contrary to that, the study indicated that the non-
managerial employees were satisfied with supervisors' openness of communication 
and their listening skill9 while the managerial employees were not satisfied with 
listening skill of their supervisor (Wagner et al., 2015, p. 979).  

The individual results have shown that supervisor communication is better 
evaluated than personal feedback, which is  in  line  with  the  results of the 
previous studies (Clampitt & Girard, 1993; Wagner et al., 2015; Rajković et al., 
2018). Also, the individual results have shown that supervisor's listening skill is 
best evaluated - at the verge of satisfaction, in spite of its poor differential 
advantage over others. It is followed by the quality and regularity of upward 
communication with the supervisor, the quality and regularity of downward 
communication with the supervisor, personal feedback on performance (mild 
dissatisfaction), and finally, personal feedback on the importance of personal 
development for the organizational success and supervisor's non-verbal 
communication (significant dissatisfaction).  

The results of the empirical research may be useful for (Serbian) managers in 
the process of managing the observed internal communication dimensions, 
although the results are applicable to this sample and not to the overall population. 

4.3. Recommendations to managers  

Measuring internal communication satisfaction can be difficult and complex. At 
the same time, good internal communication and the high level of communication 
satisfaction, especially of supervisors’ listening skills and personal feedback, can 
lead to improved employees’ satisfaction (van Vuuren et al., 2007). Therefore, on 
the basis of the research the following results can be concluded and recommended 
to (Serbian) managers on how to increase the level of satisfaction with supervisor 
communication and personal feedback.  

It is necessary to foster organisational efforts in devoting more attention to 
supervisor's communication in both directions, particularly downward 
communication. Effective downward communication is based on the attitude:  
“Communicate orally, then follow up in writing” (Gibson &Hodgetts, 1991 in: 
Tariszka-Semegine, 2012, p. 91). Supervisors should strive a face-to-face 
communication with employees, (Birne & Lemai, 2006; Chitrao, 2014; Guo et al., 

                                                            
8 proffesional nurses in this research 
9 “the extent to which their supervisors listened to them and paid attention to them” (Wagner et al., 
2015, p. 979). 
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2015) then written communication. Supervisors need to know that effective writing 
should attract the recipient's attention, the message and its arguments must be 
understood, “the recipient must learn the arguments” and “come to accept them as 
true” (Hargie et al., 2017, pp. 264-265). Besides, more communication does not 
mean better communication (Hargie et al., 2017, p. 263). In this regard, interactive 
open communication, openness in downward communication (Kay & Christophel, 
1995; Ramadanty & Martinus, 2016; Ramirez, 2012; Wagner et al., 2015), 
openness to feedback from employees (van Vuuren et al., 2007), skills of enquiry 
(Barker, 2010), direct supervisors’ communication with their employee (Jablin, 
1980) and finally, supervisors' willingness to listen to employees' complaints 
(Nikolić et al., 2013) were found to be powerful factors of communication 
satisfaction with the supervisor. Managers can improve internal communication 
and satisfaction with supervisor communication through regular training programs 
to educate supervisors and employees on down and up communication (Said & 
Said, 2018). 

Active listening was perceived better than non-verbal communication that most 
respondents were “undecided” about. It cannot be assumed that the reason behind it 
is the lack of direct communication, face-to-face communication, since the 
responses received for listening skill confute that. It is also assumed that the 
managers gave more desirable answers than honest opinions regarding active 
listening. It is very important for both supervisors and their employees to 
understand each other, listen (Sharma et al., 2015), and to give honest opinions 
about it. In this regard, enquiry skills, real, deep and attentive listening (Barker, 
2010), as well as active listening skills are crucial for the efficiency and quality of 
supervisor communication and employee motivation (Ramirez, 2012; Ramadanti & 
Martinus, 2016). Besides, body, face and eye communication skills are among the 
most important non-verbal skills that a good supervisor should possess (Ramadanty 
& Martinus, 2016), because “Nonverbal communication can help employees 
understand the information” (Ramadanty & Martinus, 2016, p. 82). Non-verbal 
communication and non-verbal immediacy can improve the degree to satisfaction 
with supervisor communication (Graham et al., 1991; Kay & Christophel, 1995; 
Ramadanty & Martinus, 2016; Jia et al., 2017). Managers can improve internal 
communication skills through workshops, to educate supervisors and employees on 
active listening and non-verbal communication. Adapting to Maguire & Pitceathly 
(2002), supervisors with good communication skills identify employees′ problems 
more accurately.  

It is necessary to foster the organisational efforts in devoting more attention to 
personal feedback, because personal feedback is very valuable for employees’ 
satisfaction and feeling of contributing to one's organisation. Personal feedback on 
performance enables an employee to monitor his progress towards a goal (Locke & 
Latham, 2015). A positive personal feedback on performance and the importance of 
personal development for the organizational success  can raise employees’ self-
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esteem. In case that personal feedback is negative, employees learn from mistakes 
(Nikolić et al., 2013; Chitrao, 2014). Then, employees work accordingly (Chitrao, 
2014). Although, it is necessary to balance respect and criticism (Barker, 2010), “The 
best kind of feedback is genuine, succinct and specific” (Barker, 2010, p. 73). For 
supervisors, giving feedback is a crucial activity to improve communication 
satisfaction of employees (van Vuuren et al., 2007). The opportunity to practise 
communication skills and receive personal feedback is essential (adapting to Maguire 
& Pitceathly, 2002). Finally, the internal communication strategy can improve the 
internal communication satisfaction (Sharma et al., 2015; Motoi, 2017). 

5. Conclusion 

Internal communication is an important tool of internal marketing. Internal 
communication affects organizational citizenship behavior, organizational 
commitment, job performance, especially job satisfaction. In the previous studies, 
the satisfaction level of communication in an organization was less examined than 
the relationship between communication satisfaction and job satisfaction, etc. 

Noting that supervisor communication and personal feedback as the internal 
communication dimensions (the CSQ dimensions) have a powerful impact on job 
satisfaction, this paper is focused on examining satisfaction with the observed 
communication dimensions. The survey was conducted on the sample of the 
employees (72) in Belgrade, Serbia. The results10 suggest the acceptance of the 
defined hypothesis: Employees are not satisfied with the observed communication 
dimensions (mild dissatisfaction); non-managerial employees are less satisfied than 
managers. Based on the research results (Serbian) managers were suggested how to 
increase the level of satisfaction with supervisor communication and personal 
feedback. 

Despite the attempt to empirically investigate employees' satisfaction with the 
dimensions of internal communication, there are some limitations. The small 
sample size limits the generalizability of the result. Therefore, in future research, 
employees' satisfaction with the dimensions of internal communication should be 
examined on a larger sample of employees. This implies the use of appropriate 
statistical analysis in addition to descriptive statistics. More research is 
recommended that would be more focused on every communication dimension.  

 

                                                            

10 The results of this research are applicable to this sample and not to the overall population. 
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ZADOVOLJSTVO ZAPOSLENIH KOMUNIKACIJOM SA 
SUPERVIZOROM I LIČNIM POVRATNIM INFORMACIJAMA  

Rezime: Predmet istraživanja u ovom radu bio je ispitivanje zadovoljstva 
dimenzijama interne komunikacije, koje imaju najjaču korelaciju sa 
zadovoljstvom poslom, kao što su: komunikacija supervizora i lične povratne 
informacije. Prema tome, ako su zaposleni zadovoljni ovim dimenzijama 
komunikacije, i njihovo zadovoljstvo poslom će biti na zadovoljavajućem nivou. 
Cilj istraživanja je bio da se utvrdi zadovoljstvo posmatranim dimenzijama 
komunikacije na osnovu stavova zaposlenih. Predstavljeni su, takođe, i stavovi 
menadžera i zaposlenih koji nisu menadžeri u posmatranim dimenzijama 
komunikacije. Koristeći deskriptivnu statistiku, na uzorku od 72 ispitanika, 
rezultati su pokazali da zaposleni nisu zadovoljni posmatranim dimenzijama 
komunikacije, kao i to da su zaposleni koji nisu menadžeri, manje zadovoljni od 
zaposlenih menadžera. Rezultati su korisni jer daju opis posmatranih 
dimenzija i nalaze prethodnih studija, naročito onih koje su istraživale odnos 
između zadovoljstva posmatranim dimenzijama komunikacije i zadovoljstva 
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poslom. Rezultati mogu biti korisni za (srpske) menadžere u procesu 
upravljanja posmatranim dimenzijama komunikacije. Veličina uzorka 
ograničava generalizaciju rezultata. 

Ključne reči: zadovoljstvo, komunikacija sa supervizorom, lične povratne 
informacije, zaposleni, zadovoljstvo poslom 

Acknowledgement 

This paper is supported by Ministry of Education, Science and Technological 
Development of the Republic of Serbia, project iii 45003 – „Nano-scale Opto-
electronic Systems - Towards its application”, Institute of Physics Belgrade and 
project iii 44006 – “Development of new information and communication 
technologies, based on advanced mathematical methods, with applications in 
medicine, telecommunications, power systems, protection of national heritage 
and education”, Mathematical Institute SANU, Belgrade. 

Authors' biographies 

Vesna Milanović graduated from the Faculty of Economics at the University 
of Belgrade in 1989, got her master’s degree in 1994 and her PhD degree in 
2003. She worked at the Megatrend University (1999-2017). Since 2017 she has 
been employed with Faculty of Business and Law (MB University Belgrade). 
She is Full-time professor of marketing.  

Andrea Bučalina Matić got her PhD degree in 2013 (Graduate School of 
Business Studies at the Megatrend University, Belgrade, Serbia). She worked 
at the Megatrend University (2008-2019). Since 2019 she has been employed 
with an Faculty of Social Sciences Belgrade (University „Business Academy“, 
Novi Sad). She is Associate professor of management.  

Jelena Golubović got her master's degree in 2017 (Faculty of Culture and 
Media, Belgrade). She graduated from the Faculty of Geoeconomics in Belgrade 
in 2015 


