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Abstract

Purpose: Efficient managerial level is crucial to any organization
for well function and betterment of the organization. Likewise,
managerial communication is essential to build good relationship
among managers to their subordinates. Proper communication
in banks further helps to assist employees, creating sense of
mutual respect and favorable working environment. This study
aims to identify strategy for promoting effective managerial
communication in banking sector in Kathmandu valley.

Research Design/ Methodology: A descriptive cross-sectional
research design has been applied for this study where 405 managers
(383 branch managers and 22 operating managers) of commercial
Banks in Kathmandu Valley were taken as a sample using
structured questionnaire survey using KOBO Toolbox. This study
develops and uses Managerial communication index to identify
the communication skills of managers in banking communication
and decision making.

Findings: Managerial Communication Index value shows that
managers of banking sector in Kathmandu valley are highly
aware of managerial communication in terms of identity factors,
negotiation and adaptation, and decision making. Brining clarity
while giving speech or talking (69.13%), regularly gathering
feedback for improvement (16.54%) and changing behavior and
perception when necessary (12.34%) are some of the management
strategies identified for promoting effective managerial
communication.

Conclusion: Hence, the study concludes that bank managers must
properly disseminate the information to its stakeholders which
will help to convey message effectively leading clarity in the work
and enhancing productivity.

Recommendations: The paper recommends that there should be
inclusive climate in the workplace. Further, policies supporting
communication should be forwarded.

Originality: This article is original and there is no potential conflict
of interest with respect to research and publication of this article.

Keywords:  Banking Communication, Commercial
Banks, Managerial Communication Index, Descriptive
Analysis, Kathmandu
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1. Background

Managerial communication is a global phenomenon as business cannot sustain without a strong internal
and external communication (Roy, 2018); it is an indispensable tool for organizational development
as well as crucial instrument of social interactions and a medium by which all the relationships are
established and maintained (Ekeowa, 2016). Communication is a crucial element for business success
as it is the mainstream of organization’s development (Nabi et al., 2017; Kurtuhuz et al., 2011; Ekeowa,
2016). A manager must have multitasking quality which keeps employees motivated, and helps take
effective decisions which leads organization towards success (Kurtuhuz et al., 2011) and smart managers
understand that the effective communication is essential for success of the business (Nabi et al., 2017;
Kurtuhuz et al., 2011; Ekeowa, 2016). The basic process of management such as planning, organizing,
leading and controlling cannot be performed without the effective communication system (Nabi et al.,
2017). In an organization, decision making is not an easy task, it involves the process of identifying and
choosing among the alternatives. Similarly, looking back at the past decisions and extracting lessons
from the past experience would help in order to improve the decision-making process. Further, when
problems arise channel like decentralized communication are the most suitable methods in order to
facilitate better information flow and decision making (Al Nahyan et al., 2019). Paudel et al. (2018)
stated that effective communication is inevitable aspect to make adjustments in any organization. Such
adjustment can be for negotiation, public relation and many other official communication links and
channels.

In Nepalese context, managers indeed realize that the decision making in an effective way in organization
leads to accomplishment of defined objectives and goals (Prasad, 2002). However, most of the Nepalese
managers tend to identify very less alternatives for solving the problem. Although in Nepal managerial
communication has been a concern for financial institutions and communication has been gradually
growing in commercial banks of Nepal, most of the Nepalese managers still face some problems in
the organization while making decisions (Rijal, 2007). Nepalese banks have been using information
technology as a communication medium where banks can provide knowledge of information technology
to users for effective decision making (Sapkota et al., 2018). However, it is necessary to examine more
carefully regarding the role of communication in participative decision making. According to Shrestha
et al. (2019) effective communication in banks promotes cooperation, increases efficiency, productivity,
and job satisfaction. Further, it also increases external and internal communication between employees
and managers. The study conducted by Parajuli et al. (2020) revealed that there is very strong positive
relation between banking communication and perceived customer satisfaction thus, banks must adopt
proper strategies to manage banking communication in Nepal.

Managerial communication is important issue but still in Nepalese banking context there are several
questions which is not yet answered especially in terms of managerial communication (Paudel et al.,
2020; Parajuli et al., 2020). In accordance with managerial communication in decision making, this
study targets to provide recommendation relative to the following research questions: Why is managerial
communication essential? What are the challenges of managerial communication? What are the
barriers to managerial communication? What are the management strategies for promoting effective
managerial communication? To identify the mentioned questions, present study aims to identify strategy
for promoting effective managerial communication on banking sector in Kathmandu valley. This study
assists banks of Nepal in improving their managerial communication skills and assist policy makers in
developing new policies keeping managerial communication into consideration.
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This study is further divided into five sections. Section 2 reviews the relevant literature; section 3 covers
the methodology; section 4 presents the result and discussion; and finally, section 5 concludes the study.

2. Literature Review

Knowledge, information and skills in the present digital economy are very important whereas the
manager’s individual skills many times may represent a competitive advantage over other organizations
(Mesaros et al., 2016). Similarly, Genc (2017) entails that the communication is the exchange of thoughts,
ideas, and feelings by sender to receiver through verbal or nonverbal medium and this transfer adds
special significance in business more in the service sector because the service providers work with
people which is based on interaction. Mayfield (2016) has discussed about the motivational language
theory which has been concerned with tools in all organizational levels can encourage better decision
making as well as decision making of worker is mostly influenced by the leader communication as well as
behavior. Similarly, Mesaros et al. (2016) described about the building information model that managers
have more information to make accurate decisions and it also which helps to effectively work in project
documentations. This model helps in communication to clarify the specific things in tasks, whereas is
it a flexible platform. Likewise, Dane and Pratt (2007) explain that Rational decision making model has
garnered the lion’s share in managerial decision through using information processing system and model
states that institution could be viewed as entire population’s subset in decision making which is used by
the experts.

More specifically, rather than concentrating only on national and organizations’ work-life policies, top
level management must pay more attention to the informal work communication. In order to capture
the role of interactions more correctly, we must study actual dialogue between employees and managers
(Hoevenetal.,2017). It was found that those with limited management experience can benefit significantly
from a unique perspective on management challenges and from simulating aspects of communication
and decision making in organization. In business curriculum, role-plays are promoted as a bonafide
option to teach as and is considered a way to prepare participants for the real world (Mercado, 2000).
Dasgupta et al. (2013) has observed that an assertive style of communication provides maximum
support to the employees where perceived supervisory support at the workplace extends satisfaction
of employees with communication of supervisor’s self-esteem. As Paudel et al. (2020) recommended
awaring customers about advanced tools used by banks, improving customer’s service, reviewing
banking policies, addressing customers’ complaints. These recommendations should be considered and
incorporated in managerial strategy of banks.

Further, Bel et al. (2018) has argued that the internal processes of the firm have significant affect in a firm’s
ability to implement change and the focus is on communication protocol, managerial style and their
interaction. It is recommended that internal organizational structure will help in different performance
of comparable firms. However, a Good managerial and digital competency of managers frames the
competitive advantage of every organization. Therefore, developing managerial and digital skills is a
difficult process. More specifically in Taiwan Mesaros et al. (2016) in the study shows how political ties
influence firm’s choice of key staff employment, information flow blockage and the potential conflicts
of interest which is related with external political entities; however it is suggested that researchers must
consider corporate culture as well as management philosophy conflict as one of the important elements
in their internal communication system.
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Managers must utilize their political and business ties organizational capability development, because
excessive investments do not always stimulate to obtain a desirable performance outcome (Chung et
al., 2016). Moreover, Genc (2017) has discussed that communication plays a vital role in sustainable
plan. In order to develop sustainability, it is important for people to express themselves by using right
mode of communication. Thus, to establish effective communication, the manager has to channel the
receiver what they mean to communicate in a precise, simple and direct way. Also, Shrestha et al. (2020)
revealed that only 37% employees of banks are adequately aware about banking communication thus,
banks should implement effective strategy which could enhance employees’ awareness on banking
communication in context of Nepal.

3. Methods

Research Design, Study Area, Population, Sample and Data

This study is based on cross-sectional descriptive research design. Kathmandu valley is taken as the
study area. Being the capital city of Nepal, banks have its head office located in Kathmandu valley itself
(Shrestha et al., 2021). The latitude of Kathmandu valley is 27°32”13” and 27°49”10” north and longitudes
is 85°11731” and 85°31738” east (Figure 1) which covers three districts: Kathmandu, Bhaktapur and
Lalitpur which covers area of 899 square kilometers (Mohanty, 1970; Ishtiaque et al., 2017; Pant & Dongol,
2009; Adhikari et al., 2021). People from different parts of the country have been migrated to its capital;
maximum numbers of branch offices are present in the valley as well. According to NRB (2018) among
the 27 commercial banks of Nepal all of them have its headquarters in Kathmandu valley (Shrestha et
al., 2021). All the managers who are responsible for decision making in commercial bank in Kathmandu
valley are considered as population for the study.

Figure 1: Study Area
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To determine the sample size of the study following formula was used: n = z?pq/1* (Panth & Kafle, 2018;
Adhikari et al., 2021). Where n0= sample size required for study, standard tabulated value for 5% level
of significance (z) = 1.96, p= Prevalence or proportion of an event 50 % = 0.5. So, P= 0.5, q= 1-p, = 0.5,
Allowable error that can be tolerated (e) = 5 %. Thus, sample size taken for study was 405. As the study
is carried out on basis of descriptive research design, the research is based on survey questionnaire. A
structure questionnaire has been arranged to conduct survey on effective managerial communication
on banking sector for data collection. Pre-resting of the questionnaire was conducted among 20
managerial staffs of the banks and their feedback was taken. Final questionnaire was developed as per the
incorporation of all the feedbacks received during pre-testing. The final questionnaire was maintained in
KOBO Toolbox for data collection. Finally total 405 Banking staffs at managerial positions (383 branch
managers and 22 operating managers) in banks of Kathmandu valley were undertaken for the study. For
data analysis, managerial communication index was developed.

4. Results and Discussion

4.1. Socio- Demographic Characteristics of Respondents

This section is concerned with the analysis of various socio demographic characteristics like age, gender,
education level, work experience, income level and marital status of managers in banking sector in
Kathmandu valley. Age is considered to be the most important factor for managerial communication in
decision making. According to the study made by Chong (2013) The age of the managers varies between
29 and 54 years with an average age of 38.1 years (Table 1). Only five are female. Similarly, Vilkinas and
Cartan (1997) in the study stated that the average age of the managers was 33.2 and 35% were female. In
this study, there are total 405 respondents and maximum (91.4%) number of respondents were from the
age group 31 to 40.

The study conducted among 405 managers (383 branch managers and 22 operating managers) in banks
of Kathmandu valley included 80% male respondents and 20% female respondents. This clearly portrays
that there are more male bank managers in Kathmandu valley. The study made by Dasgupta et al. (2013)
concluded that there were very few female employees compared to male employees in the manufacturing
organizations and accordingly the sample contained a lower representation of females. This study
covered managers having education level starting from to bachelors and masters which unleashed that
61.97% manager’s holds master’s degree. Dasgupta et al. (2013) in the study assumes that while female
employees had studied more number of years in formal schools and colleges than that of male employees,
on average, each male employee had received about two promotions compared to only one promotion
per female employee during their job in the organization.

Working experience is one of the important aspects of respondent which can determine their knowledge
regarding the organizational experience, here in this research banking communication, and they can give
their response accurately. Likewise, majority (92.83%) of bank managers of Kathmandu valley had work
experience of 6-10 years. But it was also found that among the women managers they hold experience
of 1-5 years.
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Table 1: Socio-Demographic Characteristics

Title Number Percentage
Age

Below 30 13 3.2

31-40 370 91.4
41-50 21 5.2

Above 50 1 0.2

Gender

Male 324 80

Female 81 20

Marital Status

Married 385 95.06
Unmarried 14 3.45
Divorced 2 0.49

Education level
Bachelor’s 154 38.02
Master’s 251 61.97

Work Experience

Below 5 years 17 4.19
6 - 10 years 376 92.83
Above 10 years 12 2.96
Income

Less than 50000 11 2.71
50001 - 70000 90 22.22
70001 - 90000 221 54.56
90001 - 110000 66 16.29
110001 - 130000 17 4.19

Considering work experience of female managers, recently, with the increase in awareness about women
empowerment, females have started stepping outside for contributing economically that may be the
reason why majority of female have work experience in between one to five years. As facilities received
by bank managers and their income are perceived to be fascinating it was revealed that 54.56% manager’s
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income ranged between 70001- 90000. However 2.71% managers had income less than 50000 and 4.19%
had income between 110001 - 130000. This study clearly portrays that most (95.06%) of the managers in
banking sector of Kathmandu valley are married that may directly or indirectly influence in managerial
communication in decision making.

4.2. Information on Managerial Communication

This section of the study exposes different information provided by 383 branch managers and 22
operating managers regarding managerial communication in banking sector. It deals with what level of
understanding managers have regarding communication and decision making as well as information
provided by their respective bank is tried to be portrayed in this part of study.

Respondent’s Communication Skills and Encountered Miscommunication: Various languages are used by
managers while communicating with their employees and clients. While surveying with managers it was
identified that Nepali, English were major language used in bank. Similarly, manager’s communication
skills were taken into consideration for the analysis where it was found only 0.24% of respondent their
communication skill as excellent, 31.85% marked themselves as very good in communication skills,
41.23% rated themselves as good and 26.66% replied fair to rate their commutation skills. The analysis also
illustrated that most of the managers prefer to rate good in their communication skills. Banks are greatest
financial service providers where they need to communicate with employees, clients and customers of
different nature in order to get their job done. While doing so managers might face various issues and
problems. Wide range of customers or clients prevail in banks and every people hold different background
and identity. In the study conducted it exposed that minimum respondents don’t have problems with
banking communication. But who responded they had encountered miscommunication in banks they
had come across moderate level of problems while communicating. 39 respondents replied that they never
had misunderstanding with banking staffs and 90.37% replied they had miscommunication with banking
staffs, clients and customers up to certain extent. Some of the major encountered miscommunication
faced by managers is incomplete information provided, clash in communication style, lack of cultural
awareness, confusing emails, making assumption, poor listening skills, and the other person carrying the
message, customer misreading the policy, customers not coordinating and cooperating and so on.

Communicating with Employees in the Organization for Decision Making: Nepalese managers indeed
realize that the decision making in an effective way in the organization leads to accomplishment of defined
objectives and goals (Prasad, 2002). Similarly, Pokhrel (2007) has mentioned that decision making is
a routine work of almost every manager and the quality of decision making affects the organization’s
survival. Therefore, the study depicted that 36.04% managers always consult with employees in the
organization for making decision, 58.02% frequently consult with employees, 3.20% respondents often
consult with employees and 2.71% managers rarely consult or communicate with employees in the
organization for making decision. Managers provided various reasons why banks might not have been
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consistent with the communication they were following earlier and some of the reasons assembled are
banks have started neglecting their employees once they have made their decision, managers might have
thought communicating information to employees are not their major priority. Some also responded
that employees might be busy on their daily operation which led them to run out of time so they could
not communicate properly. System failure could be another reason why proper communication is not
successful.

Manager’s Satisfaction Level of Communication in the Organization: Communication should reflect
the aspirations of the people and communicators should have coordinal relationship with audience as
communication has become the key element in the development and implementation of policies and
programmers which aims at the well being of people everywhere (Pokhrel, 2007). It has observed that
41(10.12%) managers are satisfied from the banking communication within the organization. From
overall respondents 164 respondents were seems to be satisfied on the other hand, 189 respondents
were reported to be neutral. The result was also generated that 11 respondents were dissatisfied from
the communication that takes place in their respective organization. According to study conducted by
Ahmed (2009) it was disclosed that satisfaction level in commercial banks were moderate which means
satisfaction level is neither high nor low which has similar result to present study which shows half of
the respondents were satisfied with banking services that falls into neutral category. So, it can be said
that current managers of banking sector of Kathmandu valley are neutral in satisfaction level regarding
communication.

Effectiveness of Bank’s Communication about New Schemes: Banks often bring out new schemes, offers
in their service, facilities in order to attract and retain their customers and clients. While discussing with
respondents about effectiveness of communication related to new schemes by their respective banks, 25%
respondents replied that it is highly effective, followed by very effective (55%), moderately effective (8%)
and less effective (11%). On analysis made among the respondents who told their bank communicate
about new schemes with them; highly effective level of communication resulting very effective was
generated. Martovoy and Dos Santos (2012) in a study conducted in UK state that it is important to
disseminate knowledge about new products and schemes. It supports in extensive and cross functional
communication with customers and also makes communication method to increase ability of customers
and bank to learn new ideas and phenomenon from the market but this study conducted in Nepal shows
that banks moderately communicate about new schemes which just serve its purpose but is not that
effective. So, as per the result generated it can be said that if banks start communicating regarding new
schemes that would help bank to create good relationship with employees, clients and customers.

Expectation of Managers on Bank will Communicate in New Changes: While receiving any kind of

services, managers hold certain expectations. Similarly, while acquiring service from banks as well
customers hold certain expectation regarding various facilities. In the study conducted to know
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managerial communication in decision making, managers revealed their various expectations regarding
communication system that would be helpful for them. Among various expectations led by managers 80%
stated that they always expect bank to communicate in new changes, if banks provide proper information
in time then that will benefit for them while communicating eftectively and efficiently. Similarly, 14.56%
urged that they usually expect bank to communicate in new changes if banking facilities are improved
then communication pattern in banks can also be improved. Likewise, 5.18% replied that sometimes they
expect bank to communicate in new changes. However, only 0.24% respondent had rarely expected that
bank will communicate in new changes. Some managers also told that improvement in advertisement
would help to facilitate advanced communication in banks on the other hand some felt there are various
other factors that can aid advanced communication in banks.

4.3. Determinants of Managerial Communication

This section intends to identify the factors that affect understanding of managers regarding the
communication and decision making in banks. Respondents were asked what the influence of
communication on organizational result is. 319 respondents stated that communication influence on
organizational level is extremely high, which was witnessed as highest response from the managers.
While analyzing level of communication influencing on organizational result, 80 respondents answered
that communication influences on organizational result at high level and 6 respondents stated neutral
to the influence of communication on organizational result, which witnessed as lowest response from
the managers. Therefore, 96.2% employees working in Nepalese commercial banks felt they have co-
operative work environment and found that the banks co-operative where they were carrying their
banking activities (Rijal, 2007). Related consequence was generated from this study as well which shows
maximum respondents (319) felt communication has extremely high influence on organizational result.
As the respondents view, various services are offered by banks where communication and decision making
plays a vital role. 381 respondents think that communication influences decision making on overall
organizational service is extremely high, whereas 22 respondent stated communication influence in
Decision Making on Overall Organizational Service in high level, and 2 respondents answered as neutral.
The analysis illustrated that communication in decision making has influence overall organizational
service in extremely high level.

4.4. Managerial Communication Index

Managerial communication index of banking sector is presented in this section to show the communication
skills of managers on banking communication and in decision making. The index has been analyzed in
three parts such as Identity, negotiation and adaptation and third one is decision making. Based on
their response managers have been segregated as highly aware, moderate and low aware. Table 2 shows
managers’ communication index.
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Table 2: Managerial Communication Index

Dimensions Yes No

Number | % Number | %
Identity
.I thm.k cultural background of the manager affects her/his 405 100 0 0
identity.
Language manager speaks affects her/his identity 402 99.25 |3 0.74
I think administering time impacts manager’s identity 405 100 0 0
Identities are formed during the socialization process 405 100 0 0
Identities are shaped in diverse ways in different cultural 405 100 0 0
context
Identities are multiple, complex and dynamic 405 100 0 0
Identities are formed or constructed during communication | 405 100 0 0
Identities are expressed verbally and non-verbally 404 99.75 |1 0.24
Identities are based on class, gender and age basis as well 405 100 0 0
Identities are formed by physical and mental ability of 405 100 0 0
manager
Identities are also based on region and religion of the 403 9950 | 2 0.49
manager
Knowledge and education level of manager impacts identity | 405 100 0 0
Tone and communication style of the manger affect identity | 405 100 0 0
[ think appearance and grooming affect manager’s identity 405 100 0 0
Mana.gerlal communication of manager determines her/his 404 9975 |1 0.24
identity
Negotiation and Adaptation
[ think sufficient time for adjustment affects negotiation 399 9851 | 6 1.48
[ think gender affects in negotiation/adaptation 402 99.25 |3 0.74
I think cultural differences affect in negotiation 403 99.50 | 2 0.49
Power allocated to manager affects in negotiation 403 99.50 | 2 0.49
The personality of the manager affects in negotiation 405 100 0 0
I think discrimination affects in negotiation 405 100 0 0
Positive thinking of manager makes negotiation better 404 99.75 |1 0.24
The emotion of the manager affects in negotiation 358 88.39 | 47 11.60
Knowing the background of employees makes negotiation 402 9925 |3 0.74
better
The natu.re o.f compromise between two parties affects in 405 100 0 0
communication
Decision Making
I thlrllk level of language of the manager affects decision 403 9950 | 2 0.49
making
I thl.n_k communication tone, style and efficiency affect in 405 100 0 0
decision
[ think power and position of manager affect in decision 372 91.85 | 33 8.14
[ think economic class of manager affects in decision 306 75.55 |99 24.44
The cultural background of the manager affects in decision 394 97.28 |11 2.71
Reﬂexwe thinking of the manager makes manager easy to 405 100 0 0
decide
I thlln.k knowing the background of the employees affect in 231 5703 | 174 42.96
decision
[ think fair representation does not exist in organization 37 9.13 368 90.86
Creatl_ng bad images of the employees takes place in 35 8.64 370 91.35
organization
I thl.n.k communication of union of employees affects in 389 9.04 | 16 395
decision
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In the awareness index part, respondents were asked fifteen different questions related to their identity
factors to find out how many of them are aware and are not aware in terms of identity factors. We have
taken Identity factors as an important index because identity plays vital role in communication. Identity
determines manager’s personality. The result mentioned in the table 2 shows that all 405 managers i.e.
100% of the respondents highly preferred managerial communication in identity factors. From the results
we can say that almost all of the managers of banking sector in Kathmandu valley are highly aware about
the identity factors.

Similarly, to identify managerial communication in terms of negotiation and adaptation respondents
were asked whether they are aware of managerial communication in terms of negotiation and adaptation
in the banking sector. Result revealed that out of 405 respondents, only 4 respondents (i.e. 0.98%) are
moderately aware and rest 401 (i.e. 99.01%) of managers are highly aware of managerial communication
in terms of negotiation and adaptation. From the results we can say that maximum respondents are
highly aware of managerial communication in terms of negotiation and adaptation factors.

To understand managerial communication in terms of decision making respondents were asked whether
they are aware or not regarding managerial communication in terms of decision making factors. The
result revealed that out of 405, 2 i.e. 0.49% of respondents were less aware, 233 i.e. 57.53% of the
respondents were moderately aware and 170 i.e. 41.97% of respondents were highly aware of managerial
communication in terms of decision making factors. From the results we can say that the maximum
respondents are moderately aware of managerial communication in terms of decision making factors.

Figure 2: Overall Managerial Communication Index

450
400
350 -
300
250 A W lLow
200 ® Moderate
150
m High
100
50 -
0 . : :
Identity Negotiation Decision Overall
and Making Factors
Adaptation

In Figure 2, out of 405 respondents we can clearly observe that only 0.45% of the respondents are less
aware about the decision making factor and 0.98% in negotiation and adaptation, and 57.53% in decision
making are moderately aware about the managerial communication. Maximum respondents are highly
aware about the identity, negotiation and adaptation and decision making factors along with almost all
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of respondents in the overall factors of managerial communication in decision making. We can observe
that there are altogether 405, where 100% respondents are all highly aware in terms of managerial
communication. Therefore from the results we can say that overall index depicts that managers of
banking sector in Kathmandu valley are highly aware of managerial communication in terms of identity
factors, negotiation and adaptation and decision making.

4.5. Challenges of Managerial Communication

Banks are said to be greatest financial service providers where they need to communicate with clients
or customers of different nature in order to get their job done where managers might face various issues
and problems. Wide range of people prevails in banks with different background and identity. The study
exposed that most of the (57.77%) managers have to face problems with banking communication up to
certain extent (Table 3). Some managers come across having 3 to 4 times misunderstanding with staffs,
clients and customers in the bank daily.

Table 3: Challences in Manacerial Communication
Hote > CHaHenIes1HH-MAan ¥ GO H I EAH O

Title © o Number Percentage
Challenges faced by the Managers 58 14.32
Yes 42 10.37
No

Occurrence of Chattenges 34t 8419
Always 4 0.98
Frequency 3 0.74
Often 54 13.33
Rarely 3

Sometimes

Level of faced due to Communication 1 0.24
Extremely high 25 6.17
High 360 88.88
Moderate 19 4.69
Low 0 0
Extremely low

Communication Barriers 137 33.82
Yes 268 66.17
No

Main Responsible for Managerial Communication 264 65.18
Branch Manager 100 24.69
Managerial Staft 41 10.12
Head Office

Managers feel that the challenges of managerial communication arise due to the language barriers. It
is said that communication is integral part for banks effective performance, managers illustrated that
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managerial challenges rises due to cross cultural communication and managing diversity is one of
the great challenge in decision making. They also expressed that one of the challenges of managerial
communication is due to lack of mutual respect, as well as exercising strong leadership is one of the
challenge that plays vital role in managerial communication decision making. Managers thinks dealing
with aggressive clients is one of the challenges they face in the organization, therefore managers claim that
managing financial stress in the organization is challenge for them and they also perceive that building
an effective team is challenge for managerial communication while decision making.

The study revealed that maximum (84.19%) managers perceive that communication challenges arise
sometimes according to situation in banks. Though challenges arise it was observed that it was managed
within few days. According to study conducted by Rijal (2007) it was disclosed that satisfaction level in
banks were moderate which means satisfaction level is neither high nor low which have similar result
to present study many of them were in problems with banking services that falls into neutral category.
So, it can be said that current managers of banking sector of Kathmandu valley are facing challenges in
moderate level.

4.6. Management Strategy for Promoting Effective Managerial Communication
Communication plays vital role in bank’s effective performance. In order to sustain in today’s competitive
banking world banks must adopt advance tools, techniques and systems of communication. However the
ways COVID-19 has heavily impacted in the business, due to which managers’ face a lot of pressure and
unable to make accurate decision. Similarly, this section also deals with minimizing communication
barriers and remedial measures for managerial communication improvement at present context in
Nepalese market. managers were also asked what can be the strategy that bank can adopt which can
increase efficiency and effectiveness of banking communicating that can help to smooth the relation
within the organization through better delivery of services.

Brining clarity while giving speech or talking can be considered as widely used communication strategy
in banks as 69.13% respondents portrayed it is the management strategy being widely used by banks,
regularly gather feedback for improvement is one of the used strategy in banks as 16.54% respondents
portrayed as management strategy for managerial communication and the least used system for
communication was found to be providing communication training which was 1.9%. Therefore there
were other management strategies of regularly gather feedback for improvement which are practiced
minimum 16.54% by managers as management strategy for managerial communication. Bank needs
to gather different kinds of information so that they remain updated, secured regarding activities of
their respective banks. While collecting information from the managers, 65.18 % responded that branch
manager are responsible for managerial communication whereas 24.69% told managerial staffs or
employees are the responsible as they must provide information documents on time and 10.12% replied
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that head office highly is responsible for managerial communication as, it is the major source from where
managers receives the message about the activities of banks (Figure 3).

Figure 3: Management Strategy that can be Adapted
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Lunenburg (2010) in the study claimed that noise is serious barrier in effective communication
as when data is large, information is overloaded to a certain point that managers may not interpret
conveniently and understand the message. Likewise, communication is easier in short distance as more
communication channels are available and less technology is required (Lunenburg, 2011). As depicted
from the study it can be said that 33.82% managers responded there is communication barrier in their
respective organization sector whereas 66.17% managers answered there is no communication barrier in
their respective organization.

4.7. Solution to Minimize Communication Barriers

Ademi (2016) mentioned that successful communication is necessary to develop a climate of trust and
good communication facilitates the task of developing relevant and appropriate information systems.
Similarly, communication is easier in short distances as more communication channels are available and
less technology is required (Lunenburg, 2011). As per the result generated from the study 66.17% managers
have not faced any kind’s communication barrier but 33.82% have stated that there is communication
barrier in their respective organization and they have provided solution by working on which banks can
minimize the problem faced while communicating and making decision.

61.9% participants unfolded that in order to minimize communication barrier in bank being a good
listener could act and help bank accordingly which would save time of managers as well as employees
or clients. Similarly, 19.5% answered use of simple and clear language is the solution to minimize
communication barriers in an organization (Figure 4). Likewise, 10.12% responded if remain aware of
cultural differences then that would lead in solution to minimize communication barrier. Beside these
reduction and elimination of noise can be taken in to consideration for minimizing communication
barriers as said by 8.39% managers.
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Figure 4: Solution to Minimize Communication Barriers
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5. Conclusion

Efficient managerial level is crucial for organizational well-functioning and betterment, but more
importantly communication plays vital role to build good relationship among managers to their
subordinates. Being client service-related sector, banks need to perform more communication in order to
perform their day-to-day transaction and dealing with the client and customers. Proper communication
in banks further helps to assist employees, creating sense of mutual respect and favorable working
environment. Earlier studies of Ahmed et al. (2010) revealed that ineffective communication would
develop negative relation among employees and managers in banks. However, in Nepalese banking
context, itis still unclear how to promote effective managerial communication and what are the barriers for
doing so. Thus, this study aims to identify strategy for promoting effective managerial communication on
banking sector in Kathmandu valley. In order to conduct the study, we follow descriptive cross-sectional
research design and interrogate 405 managers (383 branch managers and 22 operating managers) of
Nepalese commercial Banks in Kathmandu Valley. We follow structured questionnaire survey using
KOBO Toolbox. The study prepared Managerial communication index to identify the communication
skills of managers on banking communication and in decision making.

Our study revealed that managers of banking sector in Kathmandu valley are highly aware of managerial
communication in terms of identity factors, negotiation and adaptation, and decision making. However,
57.77% managers felt challenges in communication process. They opined such challenges should
be identified according to circumstance and proper strategy that can cope with the problem must be
adopted. Further, 61.9% managers perceived that to minimize barriers in communication they must
be good listener. Managers also suggest that brining clarity while giving speech or talking (69.13%),
regularly gather feedback for improvement (16.54%) and change behavior and perception when necessary
(12.34%) are some management strategies identified for promoting effective managerial communication.
Based on the findings, the study concludes that information must be properly disseminated to its
stakeholders by bank managers which will help to convey message effectively leading clarity in the work
and enhanced productivity. After assessing the objectives, analyzing the results and the knowledge
assimilated from this study following recommendations are kept forward (i) banking managers should
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start prioritizing in improving their listening skills (ii) they should use if simple and clear language while
communicating, and (iii) they must provide adequate time to employees within the workplace.

One important issue that came up is current study is directed on managerial communication in decision
making of banking sector. As both traditional and modern means of communication are being practiced
by today’s banks in Nepal, it is still unknown whether managers prefer and understand traditional or
modern ways of communication and how the blend of both ways of communication can help them. The
issue requires further investigation as to find out best way of communication that banks can practice in
order to satisfy and aware their employees about communication techniques and decision making being
practice by banks to facilitate them.
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