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Abstract 
The study was an attempt to investigate how effective 
communication can be used to address grievances that normally 
occur in an organization or group, and in this case between 
the undergraduate students of University of Nigeria and 
Management. In order to accomplish this, the researcher applied 
survey method of investigation. A sample size of 240 students 
were drawn and issued with questionnaire bothering on the 
subject matter. At the completion of the questionnaire the data 
were analyzed and the hFRGypotheses formulated for the study 
were tested. The findings are that effective communication 
contributes significantly to an increase in social change giving 
rise to positive behaviour and attitude. It as well aids cordial 
relationship between parties. The study also revealed that mass 
communication is a preferred type of communication for the 
students and any group. It concluded that effective 
communication reduces tension, anxiety and clarifies doubting 
issues. It recommended that both the organizations and 
individuals should cultivate the habits of communicating 
frequently and such communication should be devoid of any 
barrier. 

 
The word communication was derived from the Latin word, "Communicare" 

meaning to pass unto, share, or establish commonness and "communals" which means 
common. Ogbuoshi and Abugu (2007:1) defined communication as act of sharing of 
meaningful thoughts, experiences, information or opinions from one person to another, 
from an individual to group or even from group to group. In order to keep people 
organized; focused within an environment, it requires effective communication.  
The cordial relationship which has to do with meaningful social life or social 
organization for social change requires effective communication. Nwosu and Ekwo 
(1996:2) stated that communication is a process of information, ideas and opinion 
exchange within, between or among individuals, groups, organizations or nations 
(usually made up of human beings) in a social or societal context.  

 
Effective communication fosters, sustains and projects individuals group, 

association etc, to a better understanding. In order for people to build and maintain 
social order in the society, they must communicate. They must attempt to establish 
"commonness" with one another. This can be achieved by corning together of people 
or coming in contact with one another directly or indirectly leading to transfer of 
meanings and some degree of mutual understanding before any social change can take 
place. This view was supported by Fill (2009:42) who opined that it is the quality of the 
linkages between various elements in the process that determines whether a 
communication event will be successful. 
 

Communication is very useful in the society and for any social change that 
might occur within the civil society. No meaningful development can take place 
in any setting without effective Communication. Development is the proceed of  
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social change made possible by effective communication. University of Nigeria, a model 
university in Nigeria, and citadel of knowledge is our focus for study. The university has a multi-
campus structure. It is made up of various stakeholders having various backgrounds, with students as 
the major stakeholders, (customers) and indeed the backbone to its existence. The university, like any 
other group has its organizational structure. Going by this study; the structure could be staff and 
students. Then within the staff, the university management is viewed as the top and policy makers, 
determining the expectations from other members of staff and the students. Often misunderstanding 
arises within the university system, resulting to grievances. In this context, students raising grievances 
against university management. This study is challenged with the responsibility of ascertaining how 
effective communication can be used in reducing university students' grievances against the 
management with University of Nigeria Enugu Campus as a reference and with the view to be implied 
in any other institution, organization, group etc. 
 
Statement of the Problem 

Communication plays a vital role in any given society, state, nation and the world at large. A 
saying that communication is the life wire of the World and that communication has made the world a 
global village is a tested and proved statement. The level of change in the world today is as a result of 
effective communication. Poor communication can mar an environment. A way of avoiding or 
reducing chaos brought about by poor communication in any system is to evolve effective 
communication management. The level of change in the world today is as a result of effective 
communication. The task of this study is to explore how effective communication can help our society 
especially university students and the management to achieve general social change as is desirable in 
any society where effective communication mechanism is in place. This implies that improper 
coordination of activities in any given society and the absence of proper behaviour has and do give 
rise to out-right misunderstanding, misbehaviour, rebellion and invasion of privacy in the society as a 
result of the application of low quality communication network. Poor or ineffective communication 
results in poor expression and mis-representation of well intended policies of the government, 
University management and administrators. Societal conflicts/grievances can be as a result of lack of 
good communication system. These problems and how effective communication can be used to 
provide required solution informed this research. Thus the researcher is motivated to ascertain how 
effective communication can be used in reducing university students' grievances against the 
management. 
 
Objectives of the Study 
The following constitute the objectives of the study: 
1. To ascertain how effective communication contributes significantly to a rise in 

social change resulting to positive behaviour and attitude.  
2.  To establish whether effective communication significantly aids cordial  

relationship between management and the students of university of Nigeria, 
Enugu Campus. 

3.  To find out if students of University of Nigeria Enugu Campus receive     
effective or adequate communication from the management. 

4. To ascertainthe most effective form of communication the students prefer as a 
uniting force with university management. 

5.  To profer necessary recommendations based on the findings from the affected 
students.  

 
Research Hypotheses 

The following null hypotheses which will be tested for acceptance or rejection 
have been postulated for the study. They are:- 
1.  Communication does not contribute significantly to a rise in social change 

capable of resulting to positive behaviour and attitude. 

James Okechukwu Abugu 

A Research on the Use of Effective Communication in Reducing the Grievances of Students of Higher 



16 
 

2. Effective communication does not significantly promote cordial relationship 
between management and students of university of Nigeria Enugu Campus. 

3. University    students    do    not    receive    effective    or    adequate 
communication with the management. 

4. Students do not prefer mass communication as the most effective form of 
communication that creates a better understanding between them and 
management. 

 
Scope 
The study covers the use of effective communications in reducing undergraduate 
students' grievances against manage ment, with University of Nigeria Enugu 
Campus as the study. 
 
Theoretical Framework: Mass Communication Theories 

A good number of theories have been in place to circumscribe the impact of 
communication on society. Bel-Molekwu (1997:8) presented the following theories on 
Mass Communication. They are: 
 
Two-Step Flow Theory 

This theory is a product of a team led by Paul Lazarseld in the USA in 1940 in 
the aftermath of a presidential election. The two step flow theory was summarized 
by Schramm and Katz (American Mass Communication Scholars) as being based 
on the possibility that "influences stemming from the mass media first reach "opinion 
leaders' who, in turn, pass on what they read and hear to those of their everyday 
associates for whom they are influential.  
 
Diffusion Theory 

 This theory is said to have taken its roots from research conducted by the 
USA agriculture department and has as its kernel the concept that normally 
information is spread in a society through stages. Viz: 

1. Awareness 
2. Interest 
3. Evaluation 
4. Trial, and 
5. Adoption. 

Communication Source Theory 
The main tenet of this theory is that the source plays the dominant role in the 

credibility and, therefore, effectiveness of communication. 
 
Consistency Theory 

Consistency theory is of the view that the effectiveness of communication is 
determined by how much it threatened the consistency of beliefs and, attitudes of the 
audience that they try to preserve. This suggests that communication does work 
with some measure of criticisms attacking extant system and prejudices.  
 
Reference GroupTheory 

The position of this theory is that the reference groups to which the audience 
belongs are the key factors in fashioning message directed at them. This has a serious 
consideration of the impact of social pressures on the components of society. Pressures 
to conform with societal norms and values are dominant in communication, the theory 
affirms. 
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Cognitive Dissonance Theory 

 The t heor y cont ends t hat  communication mostly aims at attaching 
dissonances (in our knowledge, attitudes and beliefs) and its effectiveness should be 
measured by how much it succeeds in rebalancing or equaling our cognitive systems. 
The theory can be viewed as a step aimed at transforming dissonance into cognitive 
consonance. In discussing past purchase evaluation Nwaizugbo (2004:86) described 
cognitive consonance as a situation where the consumer is satisfied with the result of 
the evaluation. 
 
Purpose and Functions of Communication 

In a nut shell, the purpose of communication is to effect change and to 
influence action towards the welfare of the enterprise. Discussing the importance of 
communication, Koontz and Weihrich (2008: 355) hold that communica tion is 
essential for the internal functioning of  enterprises, because it integrates the 
management functions. Essentially communication performs a number of functions. 
Among these are: 
(A) Information Exchange Function:  Through communication we exchange 

ideas. Communication exposes us to certain things we are not aware of 
previously. 
 

(B) Change of Attitude and Behaviour Functions: Among the main purpose of 
all forms of communication is to influence the behaviour of others. 
Communication can lead to a change in our behaviour and attitude. Martin, 
Carlson and Buskist (2007:709) stated that attitudes have three different 
components: affect, behavioural and cognition. Further the explained thus:  

i. Affective component: This consists of the kinds of feeling that an attitude 
object (person, activity, physical object) arouses. It is a kind of feeling that 
an attitude arouses. 

ii.  Behavioural Intention: This is made up of an intention to act in a particular 
way with respect to a particular object.  

iii. Cognitive Component: This consists of a set of believes about an object. 

(C) Psychological Function:   Communication helps us to discover ourselves and 
know whom we are.   It  exposes ourselves to us  which usually is achieved 
through interactions with others. 
 

(D) Social Function: Through communication we develop relationship as well as fulfill 
some social obligations. 
 

Types of Communication 
  A good number of communications that could be applied from time to time exist.    
Nwosu (1996:2) discussed the following types of communication.  
1.  Intra Personal Communication: This is that type of communication which    refers 

to as soliloquy or act of communicating with oneself. 
Ogboajah (1985) prescribed this type of communication for every individual stating 
that a person who cannot communicate with himself or herself will not be able to 
communicate with others. 
 

2. Inter Personal Communication: It is a communication between two people and 
can be effected through face to face or through letter writing or similar means. 
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3. Non-Verbal Communication: This is also called unspoken communication.  It takes 

such forms as eye-movement, gestures, shaking of head and other body 
movements. 

 
4. Mass Communication: It is act of communicating with a mass audience  or a 

reasonable number of people  at the  same  time. Usually effected through radio, 
TV, newspaper, magazine etc. 

 
5. Trado-Rural Communication: This is also called ora media. It is communication 

with and among rural dwellers. 
 

6. Group Communication: Is communication that takes place amongst groups, 
conferences. 
 

7. International Communication: International communication is a communication 
that acts across national boundaries or frontiers. It is also called inter cultural 
communication. 

 
8. Extra-Personal Communication: This type of communication is 

made possible without direct involvement of human beings. It can 
be referred to as Machine to Machine. 

 
Communication Process 

For communication to be carried out, it undergoes a process. It involves certain 
elements that are involved to achieve success. Ebue (2000:9) stated that 
communication model consists of eight major elements. These are the Sender, 
Encoding, Message, Media, Decoding, and Receiver, Response, Feedback. The model 
is demonstrated below: 
 
Fig 2.1: Communication Model 

 
 
 
Source: Marketing Communication (Ebue , 2009). 
 
 
 
Elements of Communication Process 

A brief discussion on the communication elements are as hereunder:  
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Stimulus: This is the first step in communication encounter. It involves thought in 
the mind of one which has to be transferred to another person(s). 
 
The Sender or Source: It refers to the person from whom the stimulus is developed or 
originated from. 
 
Encoding: This is the actual packaging or writing of the message in symbols, 
words or similar codes that will be meaningful to the writer and his target audience for 
purpose of establishing commonness of ideas.  
 
The Medium: It is the carrier of the communicators or writer's message.  
 
Decoding: This   is   the   process   by which   the   receiver   or   audience translates the 
communicated or encoded message into meaning.  
 
Audience or Receiver: This is the receiver of the message. He is the one to whom the 
message is being prepared for. 
 
Communication Technologies 

Although basically and popularly, communication can be effected orally, through print and 
broadcast media, the following are among the communication technologies: 

1. Radio 
2. Television 
3. Computer 
4. Fax 
5. Internet 
6. Teleconference 
7. Video conference 
8. The telephone 
9. Cellular telephone 
10. Electronic mail (E-mail) 

Organizational Communication 
Organizational communication depicts the place of communication in corporate 

life. Roll off (1981:87-114) offered five approaches to this effect:  
 
1. The Mechanic Approach: This approach visualizes organizations as machines 
designed to accomplish specific goals.  
 
2. The Human Relations Approach: This approach sees individuals as: 

i. The essential ingredients of any organization. 
ii. The approach has linking with public relations. 

iii. Black (1990:3) defined public relations as "the art of achieving harmony with the 
environment through mutual understanding based on truth and full information. 

3. The General System Approach: The general system approach is on the entire 
important realities of our lives designed to achieve success. 

 

4. The Political Approach: This addresses the likely internal conflicts that are likely 
to surface in everyorganization which effective communication can surmount. 
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5. The Cultural Approach: The stand of this approach is that human beings act 
towards things on the basis of meanings that the things have for them. It looks for 
the shared meanings which are unique to a given group of people.  Culture as 
described by Kotler and Armstrong (2011:93) is the set of basic values 
perceptions wants and behaviours learned by a member of society from family 
and other important institutions. This by all means suggests that for effective 
communication to be achieved in any organization or the likes, the cultural 
approach cannot be avoided. 

 
Barriers to Effective Communication 
In order to achieve effectiveness in communication certain constraints could arise. 
These include:  

2. Lack of planning 
3. Unclarified Assumptions 
4. Semantic Distortion 
5. Poor expressed messages 

Methodology 
Survey research method was used for the study. 

The population of the study was restricted to the undergraduate students in the 
Faculty of Business Administration of the said University. 

The researcher applied convenient sampling method to select the sample size. In 
order to do this, 60 students from each of the four departments that make up the said 
faculty, were selected. Thus a total of 240 students were selected as the sample size 
for the respondents. These 240 undergraduates were administered questionnaire in 
the following order: 

Table 2.1: Distribution of Questionnaire and Rate of Return 
Department No issued No returned Percentage % 

Accountancy 60 60 25 

Banking and finance 60 60 25 

Management 60 60 25 

Marketing 60 60 25 

Total 240 240 100.00 

Source: Field Survey, 2012. 
As could be seen from the above table 2.1, a hundred percent rate of return 

was recorded. The reason was largely because the students are literate enough and 
have interest in the topic under investigation. 
 
Data Presentation and Analysis 

The presentation and analysis of data were based on those questions that 
are connected with the hypotheses earlier formulated for this study. The outcome 
however shows that all the null hypotheses were rejected in favour of alternative 
hypotheses. 
 
Tool for the Test of the Hypotheses 

The statistical tool for proportion was used in testing the hypotheses for 
this study. This tool according to Ola, (1997:148) relates to comparing two variables, 
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evidence or factors and weighing them statistically in order to know which one or side 
has more influence. The formula is presented as here under:  

 
Where;     P    =      The sample proportion 

   n    =      The sample size  
   P    =      The hypothesized population proportion. 

 
Decision Rule 

Reject Ho if Z > Zα 
Note: Zα= 0.05 = 1.64 (Normal Distribution Table) from the outcome of the 
respondents issued with questionnaires and in relation to the questions that 
addressed the formulated hypotheses, the following number of respondents 
responded positively to the alternative hypotheses (Hi) and against null hypotheses 
(Ho). They are: 164, 80 192 and 204. These were used to test the earlier formulated 
hypotheses respectively. 
 
Test of Hypotheses 

The formulated hypotheses for the study are in null forms and are here re-stated 
along side the alternative hypotheses for test. 
 
Hypotheses One 
Ho: Communication does not contribute significantly to a rise in social change capable     
of resulting to positive behaviour and attitude. 
 
HI: Communication contributes significantly to a rise in social change that is capable 
of resulting to  positive  behaviour and  attitude.  
Being guided by the earlier formular for the test of hypothesis for 
the study: 
Z = 5.79 > Zα = 1.64. 
 
Decision 

Since Z = 5.79 > Zα - 1.64. We reject Ho and accept Hi and conclude that 
communication contributes significantly to a rise in social change capable of resulting 
to positive behaviour and attitude. 
 
Hypothesis Two 
Ho: Effective communication does not significantly aid cordial relationship 
between management and students of the University of Nigeria, Enugu Campus. 
Hi: Effective communication significantly aids cordial relationship between 
management and students of University of Nigeria, Enugu 
Campus. 
Z = 7.91 >Zα= 1.64.  
 
 
 
Decision 
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Since Z = 7.91 > Zα= 1.64, we thus reject Ho and accept Hi, and conclude that, 
effective communication significantly aids cordial relationship between management 
and students of University of Nigeria, Enugu Campus. 
 
Hypothesis Three 
Ho: University  student's  do  not  receive effective or adequate communication from the 
management.  
Hi:   University  students' receive  effective or adequate communication from the management 
Z = 9.49 >Zα= 1.64. 
 
Decision 

Since Z = 9.49 > Zα = 1.64, we therefore reject Ho and accept Hi, and conclude 
that University students receive effective or cordial communication from the 
management. 
 
Hypothesis Four 
Ho:  Majority of the students do not prefer mass communication as the most effective form of 

communication that creates a better understanding between them and management. 
Hi:   Majority of the students prefer mass communication as the most effective  form     of    

communication that creates a better understanding between them and the management.  
Z = 11.08 > Zα= 1.64. 

 
Decision 

Since Z = 11.08 > 1.64, we reject Ho and accept H I, and conclude that, the majority of 
students prefer mass communication as the most effective form of communication that create 
a better understanding between them and school management. 
 
Summary of Findings, Conclusion and Recommendations 

From the test of hypotheses and facts from review of relevant literature, the following 
findings were made: 

Effective Communication contributes significantly to a rise in social change which 
resultantly gives rise to positive behaviour and attitude. It also significantly aids cordial 
relationship between management and students and such other groups. The study reveals that 
majority of the students of University of Nigeria receive adequate communication from the 
management. Mass communication, which refers to communicating with a large audience, is 
the choice of the majority of students under review, for communicating them. 
 
Conclusion 

Effective communication has reduced in no small measure, suspicions, 
accusations, quarrels, and all forms of anomalies that are prevalent in our society's 
everyday life. The study has clearly expressed the need to achieve harmony in our 
everyday life through effective communication and thus, the researcher shares similar 
ideas that to maintain mutual and or cordial relationship amongst individuals and 
groups effective communication should be in place and that communication 
clears doubts and reduces anxiety that could cause tension. 
 
Recommendations 

Individuals and groups should cultivate the spirit of effective communication 
with one another frequently. Caution should be taken to avoid communication noise and 
indeed a reduction or avoidance of communication barriers is mostly recommended. 
Communication when ill-presented should be reported for correction. Much more of 
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the communication efforts are needed to be injected into the system in times of 
confusion, expectations, instability, wrangling etc. 
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