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1. The role of communication in the process of management

Communication is a social process of significant importance for
the functioning of both the individual units, and the whole organiza-
tion. Good communication within the company increases the expo-
sure of workers and reduces their resistance to change. Employees
who know what is going on in the company, know its plan s and in-
tentions, they feel valued and taken seriously, because their ap-
proach to the task is positive. Communication is understood as the
transmission of messages between the sender and the recipient. The
full process of communication should take place in two directions.
Thus, communication is sending and receiving of messages by means
of symbols and in that context organizational communication is a key
element of organizational climate (Drenth et al, 1998). Communica-
tion could be also understood as transfer of information from sender
to receiver under the condition that the receiver understands the
message (Weihrich, Koontz, 1993). Communication in organizations
encompasses all the means, both formal and informal, by which in-
formation is passed up, down, and across the network of managers
and employees in a business (Spaho, 2011)

Lack of effective communication is the most serious obstacles
to the effective operations of group. Psychologists estimate that com-
municate with other people (without hours of sleep) devote about
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70 % of the time. This 32 % takes us 42-57 % speaking and listening.
These data quite clearly show that our communication with others
takes us a lot of time. These various modes of communication may be
used to disseminate official information between employees and
management, to exchange information. The challenge for businesses
is to channel these communications so they serve to improve cus-
tomer relations, build employee satisfaction, provide knowledge-
sharing throughout the organization, and most importantly, enhance
the firm's competitiveness. Most corporations now encourage em-
ployees to take an active part in their company. Employees who no-
tice ways to improve production lines are encouraged, and usually re-
warded, for passing those ideas on to managers. Employees who sub-
mit ideas that withstand intense study can be rewarded with a per-
centage of the company's savings. Employees who are harassed on
the job are strongly encouraged to report such harassment as far up
the chain of management as necessary to stop it. Regular employee
meetings are held where the lowest level employee can stand up and
ask the manager a direct question with the full expectation that a di-
rect answer will be offered in return (Spaho, 2011).

Communication should be seen as a continuous, systematic
process by which interested parties within the company learn what
they need (or, in some cases, want) to know. While not all infor-
mation is appropriate for all people to know, in general open and free
communications should be encouraged within and across all levels
and divisions of the enterprise. Communication in organizations
should easy and understandable. Management terms and jargon or
stiff or flowery language may contribute to the impression among
employees that management is talking down to them, or may simply
lose their interest and defeat the purpose. Management should ob-
tain and analyze feedback about the state of communications at their
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company. Indeed, managers may have misperceptions about the
quality of communications because they have failed to avail them-
selves to pertinent information from others. However, equally im-
portant is the style of communication.

2. Marshall Rosenberg’s theory of communication

The inspiration to this study is the theory of Marshall Rosen-
berg, an American psychologist and the creator of Nonviolent Com-
munication, a communication process that helps people to exchange
the information necessary to resolve conflicts and differences peace-
fully. Dr. Marshall Rosenberg, founder of the international nonprofit
Center for Nonviolent Communication, has taught these empowering
skills for over 30 years to the general public as well as to parents, dip-
lomats, police, peace activists, educators, and managers. Based in
Switzerland, Dr. Rosenberg travels worldwide in response to commu-
nities that request his peacemaking services and skills. He has pro-
vided mediation and training in over two dozen countries, including
war-torn Rwanda, Croatia, Palestine, Sierra Leone, and Ireland.

Marshall Rosenberg introduced the comparison of “language
of jackal" and “language of giraffe”. Language of giraffe is a language
of requests whereas language of jackal is a language of demands. Ac-
cording to Rosenberg's “language of jackal" is characterized by judg-
ment attacking the person, not her actions. This is a moralistic classi-
fication idiom that labels people; it has a splendid vocabulary for an-
alyzing and criticizing. Language of jackal is good for telling people
what's wrong with them: "you're emotionally disturbed, rude, lazy,
selfish." It is so preoccupied with getting its immediate needs met
that it cannot see into the future. Similarly Jackal-thinking individuals
believe that in quickly classifying or analyzing people, they under-
stand them. Unhappy about what's going on, a Jackal will label the
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people involved, saying, "He's an idiot" or "She's bad" or "They're cul-
turally deprived."” This is a way of mentally classifying people into var-
ying shades of good and bad, right and wrong. Ultimately, it provokes
defensiveness, resistance, and counterattack. In “jackal culture”, feel-
ings and wants are severely punished. People are expected to be sub-
servient to authority; slave-like in their reactions, and alienated from
their feelings and needs (Rosenberg, 2003).

Opposite to it is the “language of giraffe", which is more empa-
thetic, honest and open, connected with the ability to listen and com-
municate without judgment. The “language of giraffes" do not criti-
cize people, but is just talking about own needs and feelings and try-
ing to understand the point of view of others. User of this language is
not interested in changing people; rather, he or her is interested in
providing opportunities for them to be willing to change. “Language
of giraffe” makes requests in terms of what we want people to do,
not what we want them to feel. User of this language does not make
requests in the past, does not say, or even think, "How nice it would
have been if you had cleaned the your room last night." Instead,
states clearly what he or she wants in the present, taking responsibil-
ity for own feelings. At the same time, this language attempts to give
others an opportunity to act in a way that will help everybody feel
better. In giraffes culture people say what they do want, rather than
what they don't want, ultimately seeking a connection in which each
person feels a sense of well-being and no one feels forced into action
by blame, guilt, or punishment. As such, “language of giraffe” creates
harmony. Stating a request in simple “language of giraffe” is a four-
part process rooted in honesty:

e  describe your observation. without criticizing or judging;
e identify your feeling;
e explain the reason for your feeling in terms of your needs;
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L state your request.

In a “giraffe culture”, people learn to express our feelings,
needs, and requests without passing judgment or attacking. They re-
quest, rather than demand, being aware of the fine line of distinction
between these two types of statements, experiencing love and
friendship as openness and sensitivity, with no demands, criticism, or
requirements to fulfill requests at either end of the dispute. And the
outcome of any dialogue ruled by this positive feelings is harmony.
This form of dialogue, although offering no guarantees of agreement
between disputing parties, sets the stage for negotiation, compro-
mise, and most importantly, mutual understanding and respect (Ros-
enberg, 2003).

The purpose of this study to check the concept of Rosenberg,
using a questionnaire consisting of 14 items, which is to test the ac-
tual stress and job satisfaction, as the responds to two reprimands -
one in “language of jackal "and the other in" language of giraffe.

Thus, the aim of this study is to examine whether the language
that is used actually affect the results of the questionnaire.

According to Lazarus and Folkman's theory, stress is a human
reaction to the environment in the context of the situation as per-
ceived by the individual as thwarting the implementation of the its
plan. This results in enhancement of affect and launching mecha-
nisms to overcome this affect. Lazarus calls this relationship a trans-
action, because of the interaction between man and the environment
(Folkman, Lazarus, Gruen, DelLongis, 1986). According to this theory,
one can assume that, as an employee affects the environment (in-
cluding supervisors and stress), so the environment affects the em-
ployee. The author emphasizes the fact that man and the environ-
ment are whole, which is not a simple sum of the parts. According to
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Lazarus, the transaction with the environment is assessed cognitive
entity, having the nature of a continuous process (initial assessment).
From this perspective, the relationship can be assessed as having no
meaning, favorably - positive or stressful.

Ken Blanchard stated that the reprimand should be: given as
soon as possible, concrete, verbalize feelings of the speaker and con-
firm the recipient in the belief that it values (Blanchard, 2007).

In the reprimand in the language of Jackal it was necessary to
break the rules concerning feelings and affirming the public in the be-
lief that their values. The omission of these two principles made sense
to compare these two different reprimands. Both, however, the mes-
sages were both specific and taken as soon as possible (took place at
the meeting summarizing the previous day's work). However, bearing
in mind that each person is different has a different resistance to
stress, ways to tolerate it, it rotates in a different environment, we
decided to once again see what the results of this particular study
sample.

3. Research
Hypotheses

We accepted three hypotheses :

1. Language "giraffe" in comparison with the language of the
"jackal" more motivates to work.

2. Language "jackal" causes greater stress than the language of
"giraffe"

3. Job satisfaction correlates with the language of communica-
tion that we use .
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Method

The entire test conducted at X Corporation in one of the polish
city, courtesy of one shift manager. It was necessary to adjust to a
typical daily schedule.

In the case of the experimental group before the hand ques-
tionnaires, manager reprimanded conducted in the language of ,the
Jackal ", after 1 week of repeated process that brought a reprimand
in ,giraffe ,. The experimental group was tested around 7:00 am at
the meeting, which it summarized to make the day before. The total
number of individuals tested is 144 (64 in the control group and 80 in
the experimental group). The same study, which delivers a reprimand
and questionnaires, took approximately 15 minutes.

Subjects

Respondents were divided into two groups - control and exper-
imental. The control group consisted of 64 people, experimental
group of 80 (45 men and 35 women). Selection of people to groups
was subordinated to the company's structure, which is divided into 4
parts: production hall, leather cutting room (experimental group),
fabric cutting room (control group) and magazine. In experiment took
part employees of both cutting rooms, because their work and re-
sponsibilities for data look very similar positions. The subjects did not
receive any remuneration for completing the survey and were not in-
formed that they are taking part in the study (at least until the date
on which the last of the filled questionnaires).

Materials

For the study questionnaire was prepared and its parameters
have been checked in the program Statistica. To check the reliability,
Cronbach's alpha was calculated, which in the control group was 0.74,
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in the experimental group during the first part of 0.75, while the sec-
ond 0.65. To measure the accuracy factor analysis was used, which
distinguished (as predicted) four factors, which were called: contact
manager, contact with colleagues, stress and job satisfaction.

Procedure

Questionnaires were distributed to employees after meetings
summarizing the previous day's work soon after the start of the
change. The first stage of the study took place on 3 January 2014. The
subjects were then the second shift, which worked from 14 to 22. In
the control group, manager gave the survey and asked for their ful-
fillment, explaining that they came from the outside and will not sur-
vey and questionnaires are anonymous, so was asking for honest an-
swers. However, in the experimental group female manager at a
meeting gave its employees reprimanded in "jackal language” in the
form of words: "You know that the company is working on the best
performance that day was in yesterdays very bad, tragic indeed. Al-
ways after a long break from work | cannot count on you. Holidays
are over, so time to get to work, you are paid for. If you do not live up
to its obligations, it cannot be surprised that some people will lose
their jobs. If this goes on, | guarantee you that no one on this will ben-
efit. Get back to your position, do not wander around and get to
work". Then, about 17 hours each got a questionnaire that was de-
signed to solve. The second phase of force only experimental group
and took place a week later, on 10 January at the first change (be-
tween the hours of 6 to 14). As in the first stage, a meeting summary
manager also gave a reprimand their employees, but this time in the
“language of giraffe”, which was as follows: "l am disappointed that
no one wants to stay on overtime. | understand that the more likely
end up working faster and go home and harder to stay in work for
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longer. However, | am very sorry that | can count on you in this mat-
ter. We are a team and that he worked well everyone has to take re-
sponsibility for their work, especially when it requires amendments
in the form of overtime. You know, | never forbade you to take a pass,
but if the situation does not change, I'll have to stop it”. A few minutes
later, about 7 hour’s employees were to complete the questionnaire.

Results

In order to check the validity of hypothesis it was made, in the
program Statistica, T-test for independent samples to the variables
(control and experimental | and the control and experimental 1l) and
for dependent samples to the variables (experimental | and experi-
mental Il), which showed:

- In the control group (in comparison with the experimental
group) subject showed:

e less satisfied with their work;

- In the experimental group | (compared to the second experi-
mental group):

e  Respondents, in spite of reprimand in ,jackal language",
feel less fear of the reaction of supervisor for the error com-
mitted by them;

e Subjects often complain about conditions at work;

e  Superior attitude less motivated respondents;

- In the experimental group Il (in comparison with the experi-
mental group):

e Respondents feel less need supervisor;

e respondents are less satisfied with the work they do;

e respondents feel that their work is less important for cor-
porations.
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Throughout the test, one could get at least a 14 point. (Indi-
cates a low stress and high job satisfaction) and the maximum 70
points (high stress and low satisfaction). The lowest result obtained
in the case of the first group is in the range of 15-20 points, and the
highest 55-60 points. In the case of the second group - 15-20 points
and 50-55 points. There is therefore up to the extreme results. Both
distributions resemble Gaussian, because most of the results is the
average, for both men and women. But they are not symmetrical.

Analyzing the figures one can notice that messages in "jackal
language" make the results of most men indicate that they are more
satisfied with their jobs and experiencing less stress compared to
women. The highest percentage of women has an average job satis-
faction. Similarly, the situation is in a group of people to whom the
message was addressed in "giraffe language". However, the major
difference is that the extreme in the first group received the men,
while the second - women.

Discussion

After analyzing the results, it appeared that the hypotheses are
only partially confirmed. Namely, the “language of giraffe" in compar-
ison with the “language of jackal" more motivates to work and it is
better top job satisfaction. Statistical analysis not confirmed the hy-
pothesis that “language of jackal" causes greater stress than the “lan-
guage of giraffe". As is apparent from this research, type of language
of communication significantly affects assessment of the social envi-
ronment. Subjects after hearing a reprimand in "jackal" worse assess
both the work environment and supervisor. Using language more em-
pathetic ("giraffe"), we can improve conditions at work. What is also
confirmed by the fact that the language of "giraffe" has a positive im-
pact on workers motivation. Improving conditions at work (according
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to Lazarus external environment) positively affect the stress reduc-
tion units (transactional theory of stress).

The main problem that we discussed in the study was the im-
pact of the language of communication on stress and job satisfaction.
This is important because people spend a lot of time during their life.
It is interesting how relationships are formed and influence language
general well-being of the average worker. To check our assumptions
we decided to prepare a questionnaire consisting of 14 items, so that
we adopted two of the three hypotheses.

What should be changed in an experiment to positively influ-
ence a significant difference between the two messages would be the
consequences of granting time reprimands The use of language "the
Jackal" by month adequately to assess employees, followed by an-
other month of language "giraffe" would ensure that the results
would be much more statistically significant.

Undetected cannot be in this case, the issue of different super-
visors in the experimental and control groups. Superiors have a cru-
cial impact on the ratio of workers to their tasks. Comparing two dif-
ferent managers, we are dealing with two different personalities,
temperaments, and finally styles of leadership. Finally, it is hard to tell
how it really affected communication language to stress and job sat-
isfaction. Nevertheless, the result of study confirm, that using the lan-
guage of giraffe is more motivating for workers and enhances their
job satisfaction.
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