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Abstract 

Purpose: This article shall examine the importance of communication management strategies 

in addressing the internal communication crises. Customer service officers who are satisfied 
are less likely to quit, neglect work, and produce defective products, and they are more likely 

to remain loyal to the bank. Effective communication management is essential for attaining 

employee satisfaction. Additionally, organizations need to use communication management 
strategies to make sure that the appropriate information reached the right people at the right 

time.  
Design/methodology/approach: The researcher plan to study the importance of 

communication management strategies in addressing internal communication crises among 

customer service officers in Malaysia. 
Findings: The study's findings are anticipated to serve as a paradigm for communication 

management practices in the financial services industry's handling of internal communication 
crises. By devising the Communication Management Strategies Model for internal 

communication crisis management, organizations can mitigate the negative effects of such 

crises, such as employee stress, anxiety, and low morale.  
Research limitations: The following studies should prioritize the examination of sectors, such 

as the tourism sector, oil and gas, or financial services industry. The study's generalizability is 
crucial for future research. 

Practical implications: This investigation is also intended to benefit the public and private 

sectors, as well as employees. 
Originality: It is crucial to identify and apply efficient communication management strategies 

to reduce the consequences of such a crisis.  This aligns with the findings of a prior study that 
emphasized the significance of implementing effective communication management strategies 

within an organization. 
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Introduction 

An organizational crisis, such as an occurrence that is viewed by managers and stakeholders as 
being highly significant, unforeseen, and potentially causing disruption, has the ability to 

jeopardize an organization's objectives and significantly impact its relationships with 

stakeholders (Bundy et al., 2017). When an organization is experiencing a crisis, it must engage 
in what is known as crisis communication to mitigate the situation. This dialogue entails 

accumulating, processing, and disseminating crisis information to the publics in order to lessen 
the uncertainty caused by the crisis and restore the tarnished reputation (Ndone, 2023). Given 

the importance of crisis communication, scholars have conducted extensive research on the 

most effective communication strategies that organizations can employ to mitigate the negative 
effects of a crisis, restore its reputation, and foster positive post-crisis relationships with its 

publics (Kim et al., 2019).  
 

According to Wade (2019), when an internal communication crisis arises within these 

organizations, it can result in serious consequences and affect the confidence of clients and 
investors in the financial service sector. In today's fast-paced business world, effective 

communication plays a crucial role in the success of any organization, particularly in the 
financial service sector (Mahbob et al., 2019). Furthermore, communication management 

strategies are essential tools for financial institutions to ensure that the right information is 

delivered to the right people at the right time (Li et al., 2021). In this highly regulated industry, 
failure to communicate effectively can result in legal, financial, and reputational risks 

(Kalogiannidis, 2020). Furthermore, internal communication crises also require appropriate 
communication strategies. A crisis can also be defined as an unusual event that has the potential 

to negatively impact an organisation and requires immediate communication to limit the 

potential harm (Kuipers & Wolbers, 2021). During a crisis, effective internal crisis 
communication can foster a sense of support among employees.  

 
Besides, internal crisis communication has become one of the most important research and 

practise areas in the disciplines of corporate communication and strategic communication due 

to the fact that it has been understudied in favour of the external perspective (Mazzei et al., 
2022). According to Abbas Adamu (2018), the internal factor of crisis communication had been 

neglected for years, despite its influences in organisational performance and outcomes in terms 
of affective commitment, perceived organisational support, and employee perception of the 

crisis (Mohamad et al., 2022). Therefore, the problem statement aims to discover the value of 

communication management strategies in handling internal communication crises among 
customer service officers in Malaysia. It is vital to discover and implement effective 

communication management strategies to mitigate the impact of such crisis (Mukelabai 
Marylyn Musheke, 2021). This conceptual paper seeks to examine the value of communication 

management strategies in handling internal communication crises among customer service 

officers in Malaysia.  
 

Literature Review  

Introduction to Communication Management 

Communication management encompasses all activities that involve planning, executing, 

monitoring, and controlling an organization's communication resources to achieve specific 
objectives (Painter & Martins, 2017). Effective communication management entails 

identifying key stakeholders and their communication needs, understanding the 
communication channels that are most effective, developing and implementing communication 

strategies, and evaluating the effectiveness of those strategies (Chmielecki, 2015).  The 
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communicative approach helps us understand the organisation as a social system, as 

communication is the main activity that ensures the organization's parts work together 
harmoniously (Volkova, 2019). Therefore, effective communication is the key to any 

organization's success in reaching its goals. Nonetheless, communication remains one of the 

most contentious management issues, and the processes underlying its effectiveness are not yet 
fully understood (Volkova, 2019). Communication management is a concept that combines 

both management and communication. It encompasses crisis response regulation, which 
includes communication and coordination among the community, the government, donors, and 

non-governmental organisations (Susanto, 2021). The management process includes 

organising, planning, executing, and evaluating. According to Arcos (2016), the management 
process consists of four phases: identifying public issues, planning and programming, acting 

and communicating, and evaluating the programme. These phases describe the measures a 
government agency will take to address emerging issues. First, the issue must be identified. At 

this juncture, all difficulties and problems that arise are identified. These specifics facilitate 

problem resolution. 
 

The Importance of Communication Management Strategies 

Every organisation has a unique approach to communication strategy depending on its 

circumstances and internal adjustments. Nevertheless, not all administrators and organisational 

leaders are adept at effective communication. It is supported by Ashkenas (2000) who 
emphasises the importance of effective communication methods within an organisation's 

structure to achieve its goals and objectives. Mustaffa et al. (2022) emphasised that the duty of 
public servants is to provide services to customers. Therefore, proficiency in the process of 

information exchange is evaluated as one factor. Information exchange necessitates the use of 

communication techniques. Communication strategies assist in identifying the most effective 
communication tools by presenting ideas and obstacles encountered while pursuing 

organisational objectives.  
 

According to Ophilia and Hidayat (2021), communication strategy is the direction of 

communication planning and management to achieve a company's specified goals. According 
to Koo et al. (2022), businesses employ communication methods to attain a predetermined 

objective. In addition, organisational managers and leaders rely on communication techniques 
to improve communication skills, surmount barriers that frequently arise during organisational 

change, and assist subordinate employees in resolving work-related issues (Downs, 2004). 

Certain elements must be present, according to Mintzberg (1991), for a strategy to be 
effectively implemented.  

 
These include a clear objective and an understanding of how it will be implemented, the effort 

and commitment to act, worker concentration, flexible strategies, committed leaders, honest 

members of the organisation, and a peaceful organisational environment. It is essential for the 
entire organisation to collaborate to achieve the business's goals. In contrast, Ophilia and 

Hidayat (2021) emphasise that an organization's communication strategy should include 
elements such as communication target identification, situational factors, channel selection, 

message purpose, the role of communicators in communication, resource attractiveness, and 

source credibility. On the other hand, strategic communication contributes positively and 
directly to the successful completion of all operations, missions, and activities of an 

organisation by increasing public awareness and comprehension of organisational objectives 
and mechanisms and, consequently, increasing support among various audiences for specific 

activities carried out by the organisation (Brindusa, 2019). 
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Internal communication crisis 

Internal communication crisis refers to a situation where a breakdown in communication occurs 

within an organization, resulting in confusion, misunderstandings, and potentially harmful 

consequences (Frandsen & Johansen, 2011). This can happen due to various reasons, such as 
poor communication infrastructure, lack of clarity in directives, conflicting messages from 

management, or even organizational culture issues (Adamu & Mohamad, 2019). In today's 
highly connected world, such crises can spread quickly, leading to damage in reputation and 

loss of trust among employees. Organizations need to be proactive in maintaining a transparent 

and effective communication system to prevent such crises from occurring and mitigate their 
impact if they do occur (Heide & Simonsson, 2021). Communication in a sense of crisis is a 

neglected topic in accounting studies (Andon & Free, 2014). Given the severe financial crisis 
that banks have been experiencing since 2007, this is especially startling.  

 

Numerous bank failures, including those of Lehman Brothers, UBS, Barclays, Northern Rock 
(NR), and Royal Scottish, have received extensive media coverage and demonstrate the need 

for management and regulators to stabilise crisis conditions. Nonetheless, crisis-related media 
communications by senior-level managers and financial regulators remain largely unexplored 

and underanalyzed. During an internal communication crisis, when stakeholders have lost trust 

in numbers, their perceptions of a particular bank as a "good bank" are questioned. As a result 
of the "politics of representation" (Liff & Wahlström, 2018), the meaning of communication 

can never be determined beforehand. 
 

Value of communication management strategies in handling internal communication crisis 

Several studies have shown that effective communication management strategies can be 
instrumental in handling internal crises. According to a study by Ghantous and Alnawas (2021), 

communication is crucial during a crisis as it helps in reducing anxiety and confusion and 
ensures that individuals receive accurate, consistent, and timely information. Effective 

communication can also help in building trust and credibility with internal stakeholders such 

as employees and investors. One of the most critical communication management strategies 
during a crisis is transparency.  

 
Research has shown that organizations that are transparent and open in their communication 

tend to have better outcomes during a crisis (Liu-Lastres et al., 2019). Transparency involves 

openly sharing information with stakeholders, including the causes of the crisis, the steps being 
taken to address it, and regular updates on progress. Another essential communication 

management strategy is the use of multiple channels to communicate with stakeholders. During 
a crisis, it is crucial to use a variety of communication channels, including social media, email, 

and face-to-face communication, to ensure that stakeholders receive timely information. It is 

also essential to tailor the message for each channel according to the needs of the stakeholders. 
 

Strategic Employee Communication Model  

The Barrett model is one of the most effective models for developing employee-centric 

strategic communication in a dynamic format. Stoyanova (2011) argues that Barrett's method 

emphasises communication changes in a few diagnostic areas. Consequently, businesses that 
employ change communication strategies can address the challenges that arise at each level, 

particularly during the change process and with the correct approach (Klein, 1996). In his 
methodology, Barrett advocates structured communication to impart fundamental objectives 

strategically. To assure the effectiveness of strategic communication, it is necessary to tailor 



Global Business and Management Research: An International Journal 

Vol. 16, No. 2s (2024) 

  

  

422 

the message to a specific audience. Barrett provides two comprehensive factors for effective 

communication as a result, namely the interaction between strategic objectives and employee-
to-employee communication. The importance of senior and intermediate management who are 

directly involved and accountable for communication up, down, and across the organisation is 

one of these factors. Second, the significance of communicating with specific audience 
information. Barret argues that different communication strategies should be employed for 

different audiences, that information should be adapted to the audience, and that alternative 
terms should be used. Assume, for example, that the wording for production and headquarters 

employees should differ from that of other departments' employees (Mahbob et al., 2019).  

 
In addition, Barrett emphasises the significance of selecting and utilising suitable 

communication instruments. Because not every communication technology is suitable for 
every employee. Barrett also envisions communication professionals participating in the 

change management process. This is because the communication staff must "sit at the table" 

with senior management and participate in decision-making. When lacking a dedicated internal 
communication manager, an organisation relies on change agents to perform the 

communication function. However, the present study does not investigate why this aspect of 
influencing the communication process is so difficult. Barrett concludes by recommending the 

introduction of formal ongoing evaluation of communication over time. 

 
Conceptual framework 

According to Figure 1, the conceptual framework is the study's guiding principle. The proposed 
framework for the present study was developed to accomplish the objective to discover the 

value of communication management strategies in handling internal communication crisis in 

Malaysia’s financial services sector. The proposed framework emphasises the strategy to 
improve the uniformity of communication strategies used by employees in the financial 

services sector during internal communication crises, based on a review of multiple theories 
and literature.  

 

The central idea of the present study is to demonstrate the significance of the communication 
management strategies model in crisis management. If effective communication practises are 

implemented, employees may experience less emotional damage, loss of self-confidence, and 
low self-esteem (Obermiller et al., 2012). According to Okoro (2012), the expansion of a 

diverse workforce is accompanied by a variety of communication issues and barriers, such as 

traditions, skills, experiences, and attitudes towards the workplace and employees, which can 
negatively impact workplace communication. This study recommends that employees in the 

Malaysian financial services sector utilise the communication management strategies model 
during an internal communication crisis. 
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Figure 1: Conceptual Framework 

 
Discussion and Conclusion 

Communication management strategies play a crucial role in handling internal communication 

crisis in Malaysia's service sectors. Effective communication helps to mitigate the impact of a 
crisis on the organization's reputation, customer retention, and the morale of employees. The 

Malaysia’s service sectors are particularly susceptible to negative publicity that arises from 
internal communication crises. Therefore, the value and importance of communication 

management strategies in handling such a situation cannot be overlooked for a number of 

reasons.  
 

INTERNAL COMMUNICATION CRISIS 

COMMUNICATION MANAGEMENT 

STRATEGIES 

CMS MODEL 

SELECTION AND 

USE OF 

COMMUNICATION 

TOOLS 

ON GOING 

ASSESSMENTS 

SUPPORTIVE 

MANAGEMENT 

TARGETED 

MESSAGES 



Global Business and Management Research: An International Journal 

Vol. 16, No. 2s (2024) 

  

  

424 

Firstly, communication management strategies allow the organizations to take a proactive 

approach to managing the crisis. By having a well-crafted communication plan, the 
organizations can anticipate potential issues and prepare for an appropriate response. A clear 

communication plan helps to ensure that everyone is on the same page and aligns their actions 

with the company's goals. Secondly, communication management strategies help to build trust 
in the customers. When a crisis arises, customers may lose trust in the organization and its 

products or services. Therefore, it is crucial to communicate openly and honestly with the 
customers. A clear and transparent communication plan helps to build confidence in the 

customers and reassures them that the organization is taking measures to address the issue. 

Thirdly, communication management strategies serve to reassure the employees and maintain 
their morale.  

 
A crisis can create uncertainty among the employees, leading to a decline in their morale and 

job satisfaction. By providing timely and accurate information, the organization can reassure 

its employees, maintain their morale, and keep them focused on the tasks at hand. Lastly, 
communication management strategies help to manage the organization's reputation during and 

after a crisis. A well-managed communication plan can help to minimize the impact of negative 
publicity on the company's reputation. It helps to convey a positive image of the organization 

and its efforts to address the situation. Furthermore, communication management strategies 

play a crucial role in handling internal communication crises in Malaysia's service sectors. 
Effective communication allows the organizations to take a proactive approach, build trust in 

the customers, maintain employee morale, and manage the company's reputation.  
 

As it is essential to have a well-crafted communication plan in place to address any crisis 

effectively, effective communication management strategies are crucial for handling internal 
crises in Malaysia's service sector. These strategies involve identifying key stakeholders, 

understanding their communication needs, and developing and implementing communication 
strategies that are transparent, tailored, and up-to-date. Through effective communication 

management, companies can minimize the impact of internal crises, build trust and credibility 

with stakeholders, and enhance their overall performance. Effective communication 
management strategies play a crucial role in mitigating the effects of internal crisis situations 

in the Malaysian service sector. Each sector should have a comprehensive communication plan 
outlining the roles of stakeholders, potential crisis scenarios, and communication channels. 

Communication strategies should be proactive, expeditious, accurate, transparent, and ongoing. 

Consequently, through continuous communication, all sectors in Malaysia can cultivate trust 
and safeguard their reputations during times of crisis. 

 
Co-Authors’ Contribution 

The authors affirmed that there is no conflict of interest in this article. Authors 1 and 2 carried 

out the fieldwork, prepared the literature review, and overlooked the whole article’s write-up.  
Author 3 wrote the research methodology section and will do the data entry.  Authors 3, 4, and 

5 carried out the analysis and interpretation of the results together, and prepared the conclusions 
and recommendations based on the results obtained. 

 

Acknowledgments  
The authors would like to express their utmost appreciation for the the support and 

encouragement received from Universiti Teknologi MARA, Shah Alam Campus and Melaka. 
Additionally, the authors appreciate the dedication and perseverance of the team members in 

making sure this publication becomes a reality. 



Global Business and Management Research: An International Journal 

Vol. 16, No. 2s (2024) 

  

  

425 

References  

Abbas Adamu, A. (2018). Towards measuring internal crisis communication A qualitative 
study Cite this paper Related papers. Journal of Asian Pacific Communication, 1(28), 

107–128. https://doi.org/10.1075/japc.00006.ada 
Adamu, A. A., & Mohamad, B. (2019). Developing a Strategic Model of Internal Crisis 

Communication: Empirical Evidence from Nigeria. International Journal of Strategic 

Communication, 13(3), 233–254. https://doi.org/10.1080/1553118X.2019.1629935 
Adhabi, E. A. R., & Anozie, C. B. L. (2017). Literature Review for the Type of Interview in 

Qualitative Research. International Journal of Education, 9(3), 86. 
https://doi.org/10.5296/ije.v9i3.11483 

Andon, P., & Free, C. (2014). Media coverage of accounting: The NRL salary cap crisis. 

Accounting, Auditing and Accountability Journal, 27(1), 15–47. 
https://doi.org/10.1108/AAAJ-02-2012-00936 

Arcos, R. (2016). Public relations strategic intelligence: Intelligence analysis, communication 
and influence. Public Relations Review, 42(2), 264–270. 

https://doi.org/10.1016/j.pubrev.2015.08.003 

Ashkenas, R. N. , & F. S. C. (2000). Integration managers: Special leaders for special times. 
Harvard Business Review, 78(6), 108–116. 

Brindusa, M. P. (2019). Strategic communication. Journal Of Defecence Resource 
Management, 10(2), 174–179. 

Bundy, J., Pfarrer, M. D., Short, C. E., & Coombs, W. T. (2017). Crises and Crisis 

Management: Integration, Interpretation, and Research Development. Journal of 
Management, 43(6), 1661–1692. https://doi.org/10.1177/0149206316680030 

Campbell, S., Sharon Campbell-Phillips, & Daneil Phillips. (2020). Lack of Communication 
between Management and Employees. SIASAT, 4(3), 32–39. 

https://doi.org/10.33258/siasat.v4i3.67 

Chmielecki, M. (2015). Factors Influencing Effectiveness of Internal Communication. 
Management and Business Administration, Central Europe, 23(2), 24–38. 

https://doi.org/10.7206/mba.ce.2084-3356.139 
Creswell, J. W., & Poth, C. N. (2018). Qualitative Inquiry and Research Design: Choosing 

Among Five Approaches (J. W. Creswell & C. N. Poth, Eds.; 4 edition). SAGE 

Publication. 
Downs, C. W. , & A. A. D. (Eds. ). (2004). Assessing organizational communication: Strategic 

communication audits. Guilford Press. 
Frandsen, F., & Johansen, W. (2011). The study of internal crisis communication: Towards an 

integrative framework. In Corporate Communications (Vol. 16, Issue 4, pp. 347–361). 

https://doi.org/10.1108/13563281111186977 
Ghantous, N., & Alnawas, I. (2021). Zooming in on co-creation practices of international 

franchisors. Industrial Marketing Management, 92, 1–13. 
https://doi.org/10.1016/j.indmarman.2020.10.014 

Heide, M., & Simonsson, C. (2021). What was that all about? On internal crisis communication 

and communicative coworkership during a pandemic. Journal of Communication 
Management, 25(3), 256–275. https://doi.org/10.1108/JCOM-09-2020-0105 

Jahja, A. S., Ramalu, S., Shahril, M., & Razimi, A. (2021). Generic Qualitative Research in 
Management Studies. Jurnal Riset Akuntansi Dan Bisnis, 7(1), 1–13. 

Kalogiannidis, S. (2020). Impact of Effective Business Communication on Employee 

Performance. European Journal of Business and Management Research, 5(6). 
https://doi.org/10.24018/ejbmr.2020.5.6.631 



Global Business and Management Research: An International Journal 

Vol. 16, No. 2s (2024) 

  

  

426 

Kim, Y., Kang, M., Lee, E., & Yang, S. U. (2019). Exploring crisis communication in the 

internal context of an organization: Examining moderated and mediated effects of 
employee-organization relationships on crisis outcomes. Public Relations Review, 45(3). 

https://doi.org/10.1016/j.pubrev.2019.04.010 

Klein, S. M. (1996). A management communication strategy for change. Journal of 
Organizational Change Management, 9(2), 32–46. 

Koo, I., Anjam, M., & Zaman, U. (2022). Hell Is Empty, and All the Devils Are Here: Nexus 
between Toxic Leadership, Crisis Communication, and Resilience in COVID-19 

Tourism. Sustainability (Switzerland), 14(17). https://doi.org/10.3390/su141710825 

Kuipers, S., & Wolbers, J. (2021). Organizational and Institutional Crisis Management. In 
Oxford Research Encyclopedia of Politics. Oxford University Press. 

https://doi.org/10.1093/acrefore/9780190228637.013.1611 
Li, F., Lu, H., Hou, M., Cui, K., & Darbandi, M. (2021). Customer satisfaction with bank 

services: The role of cloud services, security, e-learning and service quality. Technology 

in Society, 64. https://doi.org/10.1016/j.techsoc.2020.101487 
Liff, R., & Wahlström, G. (2018). Failed crisis communication: the Northern Rock Bank case. 

Accounting, Auditing and Accountability Journal, 31(1), 237–260. 
https://doi.org/10.1108/AAAJ-08-2015-2159 

Liu-Lastres, B., Schroeder, A., & Pennington-Gray, L. (2019). Cruise Line Customers’ 

Responses to Risk and Crisis Communication Messages: An Application of the Risk 
Perception Attitude Framework. Journal of Travel Research, 58(5), 849–865. 

https://doi.org/10.1177/0047287518778148 
Lucchetti, G., Góes, L. G., Amaral, S. G., Ganadjian, G. T., Andrade, I., Almeida, P. O. de A., 

do Carmo, V. M., & Manso, M. E. G. (2021). Spirituality, religiosity and the mental 

health consequences of social isolation during Covid-19 pandemic. International Journal 
of Social Psychiatry, 67(6), 672–679. https://doi.org/10.1177/0020764020970996 

Mahbob, M. H., Ali, N. A. S. M., Wan Sulaiman, W. I., & Wan Mahmud, W. A. (2019). 
Strategic communication and its role to create an effective communication in 

organization. Jurnal Komunikasi: Malaysian Journal of Communication, 35(2), 49–67. 

https://doi.org/10.17576/JKMJC-2019-3502-04 
Mazzei, A., Ravazzani, S., Fisichella, C., Butera, A., & Quaratino, L. (2022). Internal crisis 

communication strategies: Contingency factors determining an accommodative 
approach. Public Relations Review, 48(4). https://doi.org/10.1016/j.pubrev.2022.102212 

Mintzberg, H. , Q. B. , & V. J. (1991). The Strategy Process–Englewood Ciffs. Prentice. 

Mohamad, B., Abbas Adamu, A., & Akanmu, M. D. (2022). Structural Model for the 
Antecedents and Consequences of Internal Crisis Communication (ICC) in Malaysia Oil 

and Gas High Risk Industry. SAGE Open, 12(1). 
https://doi.org/10.1177/21582440221079887 

Mukelabai Marylyn Musheke, B. (2021). Effective Communication on Organisational 

Performance Based on The Systems Theory [Master Thesis]. University of Zambia. 
Mustaffa, F., Mahbob, M. H., Amiza, W., & Mahmud, W. (2022). Communication Strategy in 

Public Organizations in Malaysia. In JMS Journal of Management Scholarship. 
Ndone, J. (2023). Internal crisis communication: The effects of negative employee-

organization relationships on internal reputation and employees’ unsupportive behavior. 

Public Relations Review, 49(4). https://doi.org/10.1016/j.pubrev.2023.102357 
Obermiller, C., Ruppert, B., & Atwood, A. (2012). Instructor Credibility Across Disciplines: 

Identifying Students’ Differentiated Expectations of Instructor Behaviors. Business 
Communication Quarterly, 75(2), 153–165. https://doi.org/10.1177/1080569911434826 



Global Business and Management Research: An International Journal 

Vol. 16, No. 2s (2024) 

  

  

427 

Okoro, E. A. (2012). Workforce Diversity And Organizational Communication: Analysis Of 

Human Capital Performance And Productivity. In Journal of Diversity Management-
Spring (Vol. 7, Issue 1). 

Ophilia, A., & Hidayat, Z. (2021). Leadership Communication during Organizational Change: 

Internal Communication Strategy: A Case Study in Multinational Company Operating in 
Indonesia. Academic Journal of Interdisciplinary Studies, 10(2), 24–34. 

https://doi.org/10.36941/ajis-2021-0035 
Painter, C., & Martins, J. T. (2017). Organisational communication management during the 

Volkswagen diesel emissions scandal: A hermeneutic study in attribution, crisis 

management, and information orientation. Knowledge and Process Management, 24(3), 
204–218. https://doi.org/10.1002/kpm.1544 

Sekaran, Uma., & Bougie, Roger. (2013). Research methods for business : a skill-building 
approach. Wiley. 

Stoyanova, T. , & H. S. M. (2011). Strategic change management and the use of internal 

communication: The case of HP. 
Strauss, A. L., & Corbin, J. M. (1998). Basics of qualitative research : techniques and 

procedures for developing grounded theory. Sage Publications. 
Susanto, E. (2021). Does love of money matter for innovative work behavior in public sector 

organizations? Evidence from Indonesia. International Journal of Public Sector 

Management, 34(1), 71–85. https://doi.org/10.1108/IJPSM-01-2020-0028 
Taherdoost, H. (2017). Determining Sample Size; How to Calculate Survey Sample Size. 

International Journal of Economics and Management Systems, 2, 237–239. 
https://ssrn.com/abstract=3224205http://www.ahooraltd.comhttp://www.hamta.org 

Volkova, V. (2019). Managing organizational communications in the multicultural 

environment. Management and Entrepreneurship: Trends of Development, 2(08), 60–67. 
https://doi.org/10.26661/2522-1566/2019-2/08-05 

Wade, K. N. (2019). Communication Strategies to Motivate Virtual Team Members in the 
Banking Industry [Doctoral Thesis, Walden University]. 

https://scholarworks.waldenu.edu/dissertations 

  
 

 
 


