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ABSTRACT

The broad aim of this study is to explore the human interfaces in organisations in order to
support productivity. Informal interaction has been accepted by many orgamsations as a means to
improve performance and effectiveness. However, the level of mteraction among staft 1s mainly
determined by the nature of organisation structure. Manv studies have established a connection
between organisation structure and the phvsical properties of the workplace !. The role of the
physical environment 1n influencing the social patterns in organisations 1s a rich area in the
literature. The premuse 1s that the spatial structure of lavouts can be used as a tool to manage
human relations. This research hypothesised that there would be a relationship between the nature
of spatial structure of office layouts and the level of informal interaction. The hypothesis was
tested on three levels. These were individual, small group, and large group. Through the concept
of space syntax theory, the spatial structure of layouts was analysed in terms of the notion of
depth (1.e. integration) and the notion of control (i.e. connectivity). The need for such research 1s
prompted by the limited work 1n the literature that associates empincally spatial structure with
social structure. The two measures of spatial intelligibility revealed different impacts on
interaction on the three tested levels. However, the impact was stronger on the group than on the
individual level.

The second aim of this thesis was to develop an integrated model of interaction describing
the significant predictors of spatial .physical, and organisational variables that influence the level
of interaction in organisations. The framework of the research was based on current and future
office trends. There are three critena that describe office trends word-wide. These are the
increased use of information technology, increasing mobility, and the "churn” (1.¢. changes). This

research established a connection between these three criteria and social orgamisation.

lDuﬁy, F.. 1974b. Office Design and Organisations: 2-The testing of hypothetical model. Environment
and Planning B, 1974, vol.1, pp.217-235.

See Sundstrom. E., 1986, Workplaces: The psychology of the physical environment in offices and
factories. Cambridge University Press.

See also Farbstein J.. D.. 1975, Organisation, Activity and Space: The relationship of task and status to
the allocation and use of space in certain organisations., Ph.D. thesis . University of London.
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This study is concerned with the impact ot the physical properties of the
workplace on the level of human interaction. This area was the concern of previous
research because of the belief that interaction promotes effective and fast communication.
which is what all work-related activity 1s about !. In addressing the research problem and

context, the researcher has summarised the scope of the research in the following way:

1. 1. Type of adopted organisations in the study

The need for interaction in organisations was highlighted by different organisation
theories. Both the humanistic and systems theories have emphasised interpersonal
relations among members of organisations 2. It 1s both management's and staff's decision
to adopt the level of interaction that corresponds to organisational strategic objectives.
Determining a certain level of interaction to be maintained among organisation members
1s probably not a difficult problem. What seems to be more difficult 1s the measures taken
to achieve the desirable level of interaction. The need and pattern of interaction varies
according to the nature of industry. In factories, where the production 1s in standard
units, industrial organisations regulate the flow of production. Therefore, industral
relations is a significant factor determining how members of staft are in contact with each
other 3. In offices, administrative organisations are not dealing with standard units;
instead they are dealing with a diversity of business 1ssues that are changing constantly.
This necessitates the need for constant consultation, negotiation, and discussion among
various members of the organisation. However, this study 1s conducted in the context of
administrative and commercial organisations where staft are accommodated in an office
environment that 1s believed to meet their expectations and the type of office work they

pursue.

The research has selected six case studies in Saudi Arabia. These are Saudi

Telecom Makkah branch office, Saudi Telecom headquarters office , Samarec
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headquarters office, Samarec corporate engineering otfice, Dallah headquarters office,
and Jaffali headquarters office. All offices are located in Jeddah except the first office,
which 1s located in Makkah. The first two organisations pursue their business in the
telecommunication industry . The third and fourth organisations are constantly
developing organisations, which seek their business in marketing petrochemicals and oil
production. The fifth organisation deals with finance and banking. The sixth organisation

pursues its business in information technology products and car sales.

The bureaucratic dimension in these organisations 1s demonstrated in the ability of
higher status staff to influence the decision-making processes, though some participation
from the lower status groups exists 4. On the other hand, the interactive dimension is
demonstrated in the need for staff to share opinions, 1deas and discussion. The first
published report on Saudi governmental organisations strongly recommended the need
for decentralisation and an improved chain of communication among staff °>. The six
organisations percetve the need for informal interaction as an important process in
organisations that enhances work performance and increases productivity. These

organisations were selected as they are thought to meet the expectations of other Saudi

organisations.

1.2.Interaction and organisation effectiveness

The apparent trend in successtul workplaces i1s to make use of their social aspect
to the advantage of the individual, groups ,and the organisation 6. In today's offices, and
with the introduction of information technology, some orgamsations have become
resistant to the need for interaction. But others have realised that interaction fosters much
more than transferring discrete information through telematics. In today's offices, some
approaches demonstrate how the workplace should be designed and managed to

encourage informal exchange among members of organisations in a way that contributes
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to the ease of communication, creativity. innovation, social satistaction, and

productivity’.

Today's organisations have become aware of the signtficance of informal
interaction and look at 1t as a signmificant channel that contributes to individual satisfaction
and organisational effectiveness . Informal communication was found to be related to
work performance ?. Interaction and ease of communication were found to make a key
contribution to productivity 1°. Most employees spend their time talking !!. The
importance of interaction 1s extended to the degree that it affects organisational processes

such as decision-making, control, motivation , leadership and co-ordination 12,

1.3.Describing interaction

Interaction 1s a complex and interrelated process in organisations. Its complexity
extends to vartous dimensions, such as a) interaction 1s a mixed blessing 1.e. interaction 1s
a process that could contribute to job satistfaction and productivity, whereas interaction ,
In some cases, could be a distracting and disturbing feature in the workplace and
necessitate a sort of control. b) interaction 1s a process that researchers use as a tool to
understand organisational structure, climate, and the physical features of the workplace.
c) the need for interaction might change as organisations experience changes in their
dynamic objectives. d) interaction is a process that takes difterent forms on different
levels of analysis 1.e. individual, small group, and large group !°; the physical environment

with its diversity and complexity has a great potential to shape the pattern of informal

Interaction.

However, interaction and the need for the ease of communication was a
determining feature throughout the history of offices and the early release of the open

plan office. It 1s always perceived as an eftective means of communication 4. Work-
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related activities can be regarded in four ways: the activity itselt (e.g. communication);
the way in which work is done (writing, telephone, face-to-face); associated activities
(e.g. listening to music, or eating), and the symbolic meaning of the activity (e.g., its
overall implications) 1°. This will substantiate the significance of interaction, since in
some organisations it 1s a reliable and common channel for communication. In the
meantime, its implications aftect members of staft through developing stmilar images and

event interpretations (1.e. organisational climate) 16.

1.4. Factors that determine levels of interaction

The level of interaction 1n any organisation is a series of decisions taken by staff,
management and designers. Dimensions of organisation structure will dictate the
appropriate level of interpersonal relations among staff. In bureaucratic organisations
formal communication channels are likely to be dominant. On the other hand, in
Interactive organisations the emphasis 1s more on informal communication channels.
Interaction is always affected by the level of participation in decision making,
differentiation in hierarchical status and authority, the work-style, and the nature of tasks
performed !7. Organisations that are characterised by the need for creativity and
innovations will look at interaction as a key process!® . The literature has provided
evidence that designers, managers, and staft have used physical features in the physical

environment to influence the level of interaction.

1.5. Interaction and the physical environment

As informal interaction is the focus of this study, previous research has
established growing evidence of the role of the physical environment in supporting
informal interaction among members of organisations. In fact, throughout the literature
the physical environment is the strongest and richest subject with regard to informal

interaction. The researcher has reviewed some models that describe the effect of the
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physical environment on interaction activities within organisations. Becker (1981) has
described the physical environment as having a second order effect (1.e. catalyst) on
communication and interaction!®. This occurs when the physical features of the
environment regulate and control the pattern of informal behaviour. Markus et al (1972),
in their approach to design for people, have incorporated five systems including activities
systems (1.e. interaction) that work together simultaneously to provide environmental
well-being 2. Sims (1978) has described six dimensions for user-oriented design. These
include social functions and behavioural circuit 4. Becker (1981) has also developed a
model which describes the role of physical settings in shaping the social processes within
organisations #2. Trickett has developed a model which describes the measures of
differentiation 1n physical settings among organisations #3. Other researchers such as
Dufty (1974b) have established a connection between organisational structure (including
interaction) and the physical properties of the workplace #*. Farbstein (1975) established
a link between types of organisations and their use of space 2°. All the previous studies
have established growing evidence of the connection between the physical environment

and organisational activities (1.e. interaction).

1.6. Office trends world-wide

There are three main critenia that characterise today's offices. These are: a)
mobility 2°; the new approaches of successtul workplaces abandon the i1dea of "fixed"
position and encourage the design of multiple "activity settings" where staff will move
around and share work-stations and facilities as to use the organisation's assets efficiently
and create more opportunity for face-to-face contact 27 . This will keep staff in motion.
b) information technology; the increased use of information technology and computers
and the need for staft to have a regular break after working on VDUSs (abiding by health
regulations), in addition to the invention of compact light computers, will encourage staff

to perform work from anywhere inside the office building. This will give staff the
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opportunity to be more mobile in the office building. This in turn will increase the fit
between technology and the social aspect of organisation, an approach which is
supported by the sociotechnical issues of systems theory. This study argues that the
increased use of information technology will in fact encourage rather than discourage
informal interaction among staft . This 1s based on the assumption that the use of VDUs
will entail staff having regular breaks, so the notion of mobility (1.e. movement) 1s
introduced 1n a way that 1t 1s expected to affect the level of informal interaction. ¢) churn
or changes-several changes could occur in organisations that inevitably necessitate an
understanding of the way organisational components operate. Changes in business and
economic circumstances, organisational structure including work style, culture, climate,
and so on, will make the problem of understanding organisations a complicated issue.
However, these changes, will dictate changes in the way facilities are managed so that the

physical settings will become part of the changeable cycle of organisations.

1.7. Office trends in Saudia Arabia

The majority of governmental offices in Saudi Arabia are conventional offices 22.
This kind of layout was adopted for two main reasons: a) the belief that the conventional
plan would provide organisations with the opportunity to express the hierarchical
structure of both status and rank among staft ; b) the beliet that the high level of physical
enclosure in the conventional plan would respond to the need for privacy. As a
consequence, the participative dimension in organisations was badly hampered and staff
started to express their dissatisfaction with the level of informal interaction opportunity

they possessed 1n their workplaces.

1.8. Existing research
The existing research that studies the connection between the physical

environment and interaction 1s characterised by two main shortcomings. These are : a)
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lack of an integrated model. Throughout the literature review, as far as could be
determined with available information, there was no integrated model of physical, spatial.
and orgamisational elements that would explain simultaneously and empirically the effect
of various aspects of the physical environment on informal interaction within
organisations. b) secondly, theories which associate spatial patterns with social patterns
have acquired limited application. The spatial structure in this study refers to the
morphology of the pattern of space® . The space syntax theory developed by Hillier &
Hanson (1984) has revealed some potential in 1ts credibility in describing the structure
pattern of space in a more consistent and quantifiable manner 3°. The work by Peponis
(1983) 1n factories 3! and by Hillier & Hanson in elementary buildings 32 has revealed
some evidence of the effect of space morphology on informal interaction, though the
conclusions have limited application in offices. Theretore, 1n this study it 1s hypothesised
that the pattern of spatial morphology 1s associated with the frequency of informal

interaction in offices (the main research hypothesis).

1.9.Research contribution

One aim of this study is to contribute to the understanding of how design can
influence levels of interaction through space planning and management. This research
claims that the level of physical enclosure in oftices which gives the option of
conventional vs. open plan choices, 1s not the only way to control interaction. Instead,
offices could use the potential of spatial structure to control and manage the level of
informal interaction among staff. The significance of this work lies in the lack of the
previous work that associates empirically spatial patterns with social patterns in office
environments. The study will increase organisations' awareness to the role of space
management and planning in supporting organisational communication and therefore
organisational effectiveness. So Saudi organisations will have another scope of design

solution (i.e. spatial structure) difterent from the current approach (i.e. physical
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enclosure) that could respond to the participative dimension of the organisations.
Another significant contribution of this work 1s that Saudi1 orgamsations have not been

studied 1n terms of their spatial quality.

The other aspect of the contribution is the need to develop an integrated model
that describes the significant physical, spatial, and organisational predictors of interaction.
Investigating the effect of the environmental and organisational variables on interaction
will help to develop design guidelines that assist the design team to establish better
knowledge of the implications that difterent environmental variables have for the problem
of interaction in the workplace. These guidelines thereafter will be of great help in
managing interaction throughout the life cycle of organisations which might be exposed

to changes in interaction strategies.

1.10. Other shortcomings in the previous research

These are summarised in the following two points: a) most of the studies have not
differentiated between physical enclosure and visual accessibility. Some have also
confused visibility with distance 33. In today's organisations, and with the need for
different levels of control through visibility, and difterent level of privacy through
enclosure, solid and glass walls are different in their visual enclosure property. This will
make, 1n some cases, enclosure, visibility, and distance three different critena describing
the physical accessibility of the workspace. Examining the uncertainty of the connection
between the open office and ease of communication 34, this study investigates the impact
of these three measures of physical accessibility (visibility, enclosure, and distance) on the
frequency of informal contact . b) organisations experience churn (1.e. changes) in the
way they operate. One aspect of task characteristics, managerial vs. clerical, 1s regarded

as a critical dimension 3°. This also describes how much an organisation needs a
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managerial vs. clerical work. in the sense that 1t retlects the status of hierarchy among

staft

However, throughout the literature review, studies which investigated the impact
of task characteristics on informal interaction are somehow limited. Thompson (1967)
and Kiggundu (1981) suggested that task interdependence 1s likely to increase the
amount of contact required among staff 3¢. Hatch (1987) found that task interdependence
1s moderately associated with one or more aspects of interaction activities’’. Although
Duffy has studied two types of organisations (bureaucratic vs. interactive) against two
physical measures (differentiation vs. subdivision), he did not investigate the impact of
task characteristics on interaction 2. The importance of this argument 1s extended from
Sundstrom findings which suggested that workers with different task characteristics
would perceive privacy differently. Since privacy and interaction are two significant
criteria in workplace design. It 1s argued that task characteristics will be related to the

level of informal interaction.

1.11. Implications

The research examines the impact ot spatial, physical, and organisation variables
on the pattern of interaction. This will enable the identification of the key characteristics
of the workplace that influence interaction. Consequently, 1t will lead to better guidance
for the design team. The researcher's task 1s to develop the set of vanables that are
hypothesised to affect informal interaction. Three groups of vanables were developed.
Two groups are related to the physical environment and the third group 1s related to
organisation. The environmental systems in Markus's model (1972) consists of the spatial
environment and the physical environment 3°. Based on this model, the first group of
variables is the spatial vaniables. This is related to the structure of the spatial morphology.

Space syntax theory will be adopted as a descriptive tool to analyse the typology of
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spatial structure. The second group of vanables 1s the physical environment variables
These include visual accessibility, physical enclosure, and proximity. The third group of
variables 1s the organisational variables. This 1s related to task charactenstics in terms of
managerial, administrative, or clerical work. Another organisational vanable is the degree

of mobility of staft within the oflice building. These variables are expected to influence

the level of informal interaction in oftices.

Testing the impact of spatial, physical and organisational variables on interaction

will enable us to develop an overall model describing the significant predictors of
interaction. The research has incorporated enclosure, visual accessibility, and distance as
physical vanables in conjunction with measures of spatial morphology, in order to test the

ability of space morphology to add to the opportunity of informal contact compared to

the other measures 1.e. enclosure, visibility, and distance.

1. 12. The research structure

The research was structured in ten chapters, the introduction and another nine
chapters. The first four chapters are a literature review of the problem. The sixth chapter
describes research design and methodology. The seventh, eighth, and ninth chapters
examine the research hypothesis and interaction models. The last chapter 1s the

conclusion. There follows a brief description of each chapter:

Chapter 2 gives a review of organisation theories and the need for interaction in
each theory. The chapter also explores the nature of organisations as being more dynamic
and changeable. Dimensions of organisation structure were 1dentified as these dimensions
vary among different organisations. The concepts of organisational climate and culture
were introduced to develop the 1dea of how staft experience their physical settings within

the organisational context. The chapter also focussed on both formal and informal
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processes in organisations, as the formal processes could mirror the structural dimensions
of organisation, and the informal processes could echo some aspects of the physical
environment. Both formal and informal processes could be used as a tool to understand
the way in which organisations operate. Moreover, the importance of interaction in
organisation effectiveness, its aspects and characteristics and factors determining the level
of interaction, are also discussed. The chapter then discusses the need for interaction with
regard to the increasing use of information technology. Finally, the focus was on the

context of the research, which was carried out in Saudi organisations.

Chapter 3 describes the connection between the physical features of the
workplace and interaction. It starts by reviewing the history of office layouts and how the
need for interaction has developed different office layouts. The chapter then concluded
with some of the design features that are important to interaction. Furthermore, the focus
was on investigating the congruence between some organisation structural dimensions
and the physical environment. Finally the-state-of-the-art in Saudi workplaces was
discussed in order to identify the current approach in controlling and managing

interaction in offices.

Chapter 4 focusses on the spatial aspect of the problem. The chapter starts by
iInvestigating the relationships between spatial patterns and social patterns. This was
conducted in the light of different theories. Then, the issue of the spatial dimension of
organisations was investigated. Later, space syntax theory 1s adopted as a basis for

analysing spatial structure. Finally, the technique of space syntax 1s described.

Chapter 5 brings the interaction problem within the scope of facilities
management. It begins by 1dentifying the process of selecting the physical settings. Later

it focusses on the social processes in organisation, in order to highlight areas where
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facility managers could intervene to manage interaction. Models in facilities management
with respect to managing the physical settings and interaction are also discussed. Finally.
the study reviews some examples of managing interaction in workplaces.

Having reviewed the problem in the literature. the study sums up the research problem

and states the research hypothesis.

Chapter 6 describes the research design, and methodology. This includes
describing the framework of the research design and the working hypothesis, the case

studies, and methods of collecting data. Finally, the chapter presents the collected data.

Chapter 7 tests the main research hypothesis which associates the spatial quality
of the workplace with the level of informal interaction on an individual level (level 1).
The chapter also investigates the impact of visual accessibility, enclosure, distance,
mobility, and task characteristics on informal interaction. Finally, the chapter concludes

by developing a model descrnibing the significant predictors of interaction.

Chapter 8 aims to test the spatial hypothesis of interaction on small groups and
large groups. Two kinds of small groups were developed: the spatial group which shares
the same physical enclosure (1.e. room), and the organisational group which shares the
same organisational division (1.e. department). The spatial hypothesis of interaction on

both types of small groups 1s tested (level 2). Finally, the spatial hypothesis of interaction

s tested on large groups (level 3).

Chapter 9 1s concerned with testing the vanation between the three groups of
staff (managers, administrators, and clenical) in their spatial , physical, mobility, and

social patterns.

22



Chapter 10 features the conclusion. interpretation and discussion of the research

findings. The chapter concludes with the implications of the research findings for

researchers, managers, and designers.
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CHAPTER: 2

THE ORGANISATION THEORY AND INTERACTION
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2.1.0verview

Interaction is a key activity in offices. However, the need of offices for this
activity varies dramatically. The aim of this chapter 1s to give a brief background and
a literature review of the connection between organisation and interaction. As this
study aims to investigate the role of the physical environment supporting interaction.
it becomes necessary to focus firstly on some organisational issues that could
influence the level of interaction. It 1s also worth studying these organisational issues
in the light of changes that take place over time, especially with regard to information
technology, and seeing how the need for interaction is affected. These issues are

concerned with organisation theory, the nature of organisations, organisation

structure, climate, and culture.

Organisational structure 1s a determining factor of interaction. Issues related
to interaction such as its importance , its role, its aspects, its channels, and 1ts
implications are also investigated. The chapter focusses on the importance of
interaction in different organisation theories, the nature of organisations as being
dynamic and experiencing constant change over time, and the basic constituent
structural dimensions of organtsations. The chapter also discusses the effect of
interaction on organisational effectiveness, in addition to factors that influence the
level of interaction in organisations. Finally, the chapter discusses the context of the
problem in Saudi Arabia. This is achieved by an overview of the nature of Saudi

organisations with respect to their need for interaction.
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2.2. Organisation theories.

There are different types of organisational theories that could be used to
influence the type and nature of organisational activities. That 1s why 1t 1s worthwhile
reviewing theories of organisations, in order to establish guidelines for the nature of
Interaction activity in different theories. Sundstrom (1986) has summarised three
types of theories of organisation that could aftect people and their physical

environment !. These are classical theories, humanistic theories, and systems theories.

Classical theories are concerned with formal processes and roles. In this
respect, two aspects are significant. First, there 1s Weber's concept of bureaucracy,
which deals with both hierarchy of authority and roles 2. The theory emphasises the
formal structures of specialised roles and individual duties. Each individual has a
position in the hierarchical structure with specified duties. The theory stresses the
importance of maintaining a unitary hine of authority, uniform practices, reward based

on performance, and separation of job roles from personal lives.

The second aspect 1s Taylor's concept of scientific management 3. Taylor took
the 1dea of specialisation to its logical extreme. He suggested that jobs need to be
broken down 1nto their basic and smallest elements, then analysed to discover the
most efficient work method. He also suggested motivation through pay, and
alternating and modifying both jobs and tools 1n the interest of efhiciency. His theory
1s concerned more with task design than the physical environment. His concern with
the arrangement of work-stations in a way that saves time and motion to staff moving

around was the basic criterion that influenced the design of both offices and factories.

Both Weber's and Taylor's theories dehumanised workers since they both
considered workers as machines *. On the other hand, humanistic theories are
concerned more with the individual worker, as well as with the interpersonal relations

within groups °. Two basic 1deas were established: firstly, the concern with job
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satisfaction, and secondly, the concern with interpersonal relations. Regarding job
satisfaction, Maslow (1943) argued that each person has a hierarchy of needs.
including personal and social needs®. In his view people gain satisfaction from

interesting work, autonomy, and social interaction.

Interpersonal relations, the other dimension of the humanistic theornies, 1s
concerned more with the formal and informal processes in the organisation. Likert's
(1961) model has described the 'group’ or 'family' as the relationship of each manager
with his subordinates 7. According to Likert's model ,the whole organisation is
viewed as a pyramid of overlapping families. This theory, in contradiction to classical

theory, emphasises team and group relations.

Systems theories agree with the humanistic theories on the need for
interpersonal relations. System theory emphasises the need for interdependence
among organisation elements 3. Systems theories are characterised by the need to
establish a proper fit between technology and social structure of the organisation, i.e.

the sociotechnical system .

Organisational theories and physical environment:

Theories of organisations have difterent impacts on shaping the physical
environment of offices. Among the classical theories, Sundstrom has described
Weber's theory as having no explicit place for the physical environment, but its
emphasis on status, the concept of ‘otfice' could be implicitly applicable to his theory
10 On the other hand, Taylor's theory motivates workers mainly by money and
supervision. The emphasis on both supervision and motion has called for the need for
visual accessibility or 'oversight' of workers. The connection between Taylor's theory
and the physical environment appears to be weak, since the theory's concern is to let

human components of the organisation work at their ultimate efficiency.
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Maslow's concept of job satisfaction in the humanistic theories has a different
impact on the physical environment. According to Maslow's theory, the physical
environment provides both shelter and secunty to individuals. Moreover, Herzberg's

theory of satisfiers and dissatisfiers looks upon the physical environment as a

dissatisfier rather than a satisfier!!.

The other dimension of the humanistic theory which emphasised the needs for
interpersonal relations has been reflected in more concern in the physical layout with
groups rather than individuals. An early theory in this respect by Homans (1950) has
captured the idea of interpersonal relations in the need for stafl to maintain physical
proximity so as to support informal contact among teams '2. The implication of
Homans's concept of interpersonal relations was realised 1n the formation of group
cohesiveness among people whose jobs and physical environment create the
opportunity for frequent interaction 3. The idea was also realised in the
Burolandschaft of landscape office, where the concept of the layout was developed
based on the argument that visual accessibility and the absence of intervening barners

would encourage interaction and improve communication among stafl 14,

Finally, the systems suggested that technology, equipment, and physical
layouts have to support jobs and relationships between workers. Systems theories
treated the physical environment as one aspect of the technological component of an

organisation.

In brief, the role of physical environment in the organisation theories varies
dramatically. Among the classical theories, Weber emphasised the formal roles and
was better reflected in symbolic office, whereas Taylor's emphasised individual
efficiency and job design. This was realised in the need for economy in time and
motion . Of the humanistic theories, Maslow and Herzberg have dealt with the

environment as a satisfier or dissatisfier. While Homans focussed on the need for
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interpersonal relations and established a relationship between the physical
environment and interaction, systems theories focussed on the sociotechnical aspect
of the organisation. They emphasised the interdependence among all organisation
components, particularly the fit between social aspects of the organisation and

technology including the physical environment.

The change in business, the increasing use of technology, the change in
economic situations, and the change in work style will force organisations to respond
which in turn will necessitate changes and modifications in organisation components.
If today's organisations are characterised by these attributes, then systems theory is
the closest one to describing today's organisations. The recent approaches in today's
workplaces fit with the concepts of systems theories. For example, the approach by
Stone & Luchetti (1985) of multiple 'settings' and workstations, and the concept of
shared workplaces and facilities to increase organisation effectiveness !°. Another
example 1s the approach of the 'total workplace' by Becker & Steele (1990), which
fosters the need for team-work and the importance of informal contact to improve
creativity and mnovation 6. These approaches reflect the concept of the systems
theories through the importance of the social aspect of the organisation, the
interdependence among the components of the organisation, and the role of the
physical layout of the settings in supporting the basic objectives (1.e. in these two

examples it 1s informal interaction).

2.3. The nature of organisation.

Today's organisations are characterised by rapid changes. These changes are
motivated by several factors in the way organisations operate. Changes are likely to
occur in the work style, work force, economic situation, facilities, social process,
communication pattern , information technology, etc.. Such changes will cause

changes in the way the physical settings of organisations are laid down and utilised.

Moleski & Lang wrote:
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"In todav's dvnamic world. corporate organisations are faced with massive
changes. affecting both the nature of these organmisations and the people who
comprise their memberships. Changes occurring 1n the social environment.
business climate. and human values have wrought a radical redefinition of
organisational structures and process-restructuring work tasks and. perhaps more
important. reordering priorities for meeting individual needs. It has been long
cvident that new managerial strategies are required to cope with these changes to
take place. it 1s also necessarv to make innovations in the design corporate work
space. including as part of these innovations is the restructuring of the
environmental planning process. The major thrust in corporate office planning
must be the integration of organisational objectives and the individual needs of the

worker"!” .

The current approach of looking at organisations as being static with standard
procedures is no longer able to cope with the new charactenistics of today's
organisations. The force behind the need tor changes in the corporate planning
process 1s mainly due to changes in the business environment. The scale, the
complexity, the diversity of business, all will dictate changes to the planning

processes!s.

Ellis (1991) has described two types of changes in organisations !°. These are
extrinsic changes, which are initiated by pressure from outside the organisation, such
as market conditions; and intrinsic changes, which are initiated by pressure from
inside the organisations, such as changes in individual or group needs.

An organisational system consists of a sequence of activities that takes place within
physical settings. This system always requires adaptation to cope with future changes.
In this case the organisational processes will be the networks that link the system
together, not organisational structure #°. Beckhard (1968) has suggested that the
organisational processes will describe the fluid state of structure, and therefore
organisations that experience constant changes should look at their activities as

processes rather than as static structures <.
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Moleski & Lang (1982) have described three main dimensions tor office
facility planning 22. These dimensions are linked in interrelated networks in which any
one of them could affect the others. Changes that occur 1n business environment,
staff, facilities, work style, etc. will dictate changes in these dimensions. These
dimensions are: organisational effectiveness as represented in work flow, tasks,
activities, communication , problem solving, and status; organisational destiny;, which
refers to growth predictions, and adaptation and flexibility; quality of the work
environment, represented in informal structure, revitalisation, objectives, and small

group planning.

BRE & DEGW (1992) conducted a study of changes in organisations in order
to develop key criteria for a responsible workplace 23. The study revealed that
organisations make their buildings work not according to the building of the future,
but with today's constrained resources 44. Findings from case studies showed that
among the most important pressures for change were changing organisational
structures, information technology, and telecommunications. The study suggested that
the most important aspects of the workplace were location, servicing the workplace,
layout of closed or open offices, and security/access. The basic conclusion of the
study was that there was an uncomfortable gap between what these innovative
organisations were trying to achieve and the buildings?’. It was also reported that
there was a great diversity of needs among organisations , without there being a clear
new office stereotype that would accommodate them all. BRE & DEGW have
recommended that the most important aspect of the future workplace 1s the ability of
the workplace to adapt to changes in organisational needs and be more responsive to

user's needs 2°.

As organisations are dynamic due to the change in their needs and the change
in business conditions, 1t becomes worthwhile to understand the way facilities respond

to these changes. Becker has developed a model describing three types of
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organisations with respect to the change in their facilities 27. The three types of
facilities organisations are based on the 'fit' between the organisation policy and
practice and the organisation's stage of evolutionary development. These are: loose fit
organisation, tight fit organisation , and elastic fit organisation. He described the loose
fit facilities organisation as moving from indifference to complacency. The tight fit
facilities organisation was described as fighting for survival. The elastic facilities
organisation was described as always moving from efficiency to effectiveness.
Questioning the fit between facilities and the changing needs of organisation in order

to support its objectives has become the main mission of facilities managers.

2.4.0Organisational structure and dimensions.

Organisational structure refers to relatively stable characteristics of
organisations %8. These characteristics usually describe the nature of the organisation,
especially with regard to work roles, work-units, and their interrelationships. Several
studies have tried to define the dimensions of organisational structure. Each
dimension is a structural element that describes some of the organisational properties.
Empirical research and theoretical analysis have revealed several dimensions of

organisation structure 2°. These dimensions in totality will shape the nature of

organisations.

James & Jones (1976) have described seven dimensions that could describe
organisational structure 3°. The size of the organisation refers to amount of assets.
This includes the number and amount of people, equipment, and facilities.
Centralisation of decision-making, control, and authority will also shape the
hierarchical pattern of status and ranking. Configuration of roles and work-unit
includes the division of groups and subgroups, the depth of control span, vertical
versus horizontal divisions of staff, the number of workers per supervisor, and so on.
Formalisation of roles refers to role spectfication, emphasis on formal channels of

communication and status. Specialisation refers to the number of different jobs or
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specialities. Standardisation refers to formal processes and specification of tasks.
Interdependence is between different individuals and tasks. These seven dimensions
oo along with the dimensions identified by Payne & Pugh (1983). Sundstrom has
considered fechnology as an additional dimension of organisational structure 31. This
refers to the degree an organisation incorporates technology, which will determine the

degree of automation.

Communication and organisational structure

The communication pattern in organisations is highly aftected by dimensions
of organisational structure. A study by Conrath (1973) has established some
connection between type of organisational communication and organisation structure
32 Three types of organisational communication: the pattern of written
communication, the pattern of telephone communication, and the pattern of informal
contact were found to be similar to three dimensions of organisational structure:
authority structure, task structure, and size (in this case represented by the distance

among workers) respectively 3.

Several studies have tried to define communication dimensions in
organisations. The directionality of information flow e.g. whether 1t 1s vertical ,
horizontal or lateral was a single side of communication facet 34. Accuracy and
distortion of information was another dimension studied by Read (1962) 3-
Modalities of transmitting information was another 1ssue which was studied by
Lawler & et-al (1968) 3¢. Perhaps the most comprehensive study which summanised
communication dimensions was by Roberts & O'reilly (1974), where they added three
non-communication variables to communication dimensions since they were
correlated with other communication varniables 37 . They defined communication as a
process rather than a static varable, and 1t was described in term of de&ire for
interaction, directionality upward, directionality downward, directionality lateral,

accuracy, summarisation, gate keeping, overload, satisfaction, written modality,
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face-to-face modality, telephone modality, trust, influence, and mobility (1.e. how
important 1t is for staff to progress upward in the organisation). The last three

dimensions were regarded as non-communication variables.

The importance of understanding communication extends to the degree that it
could affect organisational culture. Schall (1983) has adopted communication rules in
organisations as an approach to study organisational culture?®. Formal and informal
communication among members 1s a critical area that provides an approach to
understanding organisational structure 3, perception of organisational events 4%, and

the trend of employees' perception .

Formal communication in organisations was an area of interest for many
researchers. An early study by Davis (1953) on communication management led him
to describe two main issues related to the way organisations are divided, which in turn
will affect the management of communication in organisations 42. These are the
horizontal levels and the vertical levels. The horizontal level describes the
organisational hierarchical authority, whereas the vertical level describes the
functional division of organisations, in another words organisatioqal departments such
as production, sales, personnel and so on. The horizontal level gains its significance
from being related to authornity and status. The number of horizontal levels in an
organisation depends on the size of the firm. The ratio of managenal levels to the
workers level 1s critical in the sense that 1t influences the pattern of communication.

This happens when the horizontal levels increase, the communication channel 1s

lengthened and gets more complicated 4°.

Davis' case study revealed that executives at higher levels communicate more
often and with more people than do executives in lower levels. He also realised that
news at the bottom level did not reach the higher level. In this respect, management

should pay careful attention to the degree to which each level holds or transmits
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information to the next level. This should make organisation think of the most suitable
channel of communication that supports the process of information exchange. As a
consequence, management should know to which degree statt of the same level are
accessible to each other, as this will give opportunity to staft of different horizontal

levels to communicate informally.

The second level, which is the vertical level, deals with the way 1n which
organisations are divided functionally 4. As managers in each functional department
know the staff they have contact with, the broad question 1s degree to which the
functional classification in organisations creates interaction barriers between different
vertical groups. Three significant 1ssues were determined by Davis that are related to
communication management in vertical levels,. These are: Staff in the know-
management should know that a larger size of staff of the same level could have a
better opportunity to communicate with each other. This has to do with the size of
group and 1s highly related to the chain of communication which involves a larger
number of staft. The level of mobility 1n each level 1s also significant because 1n this
case the staff not only receive information but have the opportunity to transmuit it.
Cross communication- among departments #°. This could be promoted by having staff
with general interest. Social relationships were also important in this respect. Group
isolation- groups could be 1solated from informal contact due to cultural differences,
geographical separation, work association (being outside the main procedure or at the

end of it), social separation , and being at the lower level of a group 4¢.

Successful management of the interaction activity should be derived from a
full understanding of the implications of interaction in organisations. Managing the

grapevine in organisations has become an area of concern for managers. Davis wrote:

"No administrator in his right mind would ever tryv to abolish the management

grapevine. It is a permanent as humanity 1s. It should be recognised . analysed. and

consciously used for better communication".4/
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Lewis Gunn has identified five insights of communication management 1n
organisations 8. The first insight was with respect to telecommunication engineering,
which reters to the physical processes ranging from the simplest method of
transmitting information to the most sophisticated electronic systems. This includes
the sources of information, method of encoding, method of transmission, channel
types (visual or audio)and capacity, leakage of information, and level of noise. The
perception insight explains that messages are not only received but also perceived.
The cnitical issue here 1s whether the message 1s perceived as intended by the sender.
Individual perception 1n this respect involves several processes. This includes: a) the
awareness of an external stimulus; b) the interpretation of the stimulus; ¢) relating the
message to what one already believes or knows; d) acting or failing to respond as
intended. The third insight relates to the organisational design. This refers to the
study of the theory of organisation , human relations, formal and informal processes,
system analysis, etc.. The theory of organisation will shape the pattern of
communications in organisations according to the nature of the main structural
dimensions of the organisation. The vertical, horizontal , and lateral patterns of
communication in classical organisations will shape the overall formal channels of
communications among members. The fourth and fifth insights are an extension to the
third insight. The human relations and social psychology 1nsight includes all informal
and unofficial channels of communication. It also refers to group network and
structure, friendship, and ease of interaction. This insight will necessitate an
understanding of intra-group and inter-group relations. The last insight 1s concerned
with system analysis and managing information systems. This insight 1s quite
sophisticated as it 1s related to the basic "functions" which the organisation must
perform if 1t 1s to survive and achieve equilibrium with 1ts environment. This includes
systems and sub-systems that act as a set of connected and interdependent parts

shaping the total organisation.
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Interaction is a very complicated 1ssue 1n organisations. Managing interaction
among the staff has caused a shift in the way managers perceive their organisations.
The informal communication channels as one significant aspect of interaction has not
been well addressed by organisations. One significant shortcoming that resulted in the
misconception of informal channels of communication was caused by top
management. Although top management recognise the importance of communication
and want to do something about 1t , their wish 1s often frustrated by the use of
standard communication "packages”, instead of dealing with individual problems #°.
Or the emphasis iIn management 1s more on means of communication (communication

techniques) rather than the ends (objectives of communication) ~°.

2.5.0rganisational climate and culture.
Organisational climate

Climate was an area of research for several studies. Early studies described
organisational climate as enduring organisational or situation characteristics that
organisational members perceived °!. Measuring organisational climate was tocused
on the objective characteristics of organisations in the way people perceive them. In
the seventies a shift in thinking occurred where researchers started to give more

concern to an individual's perception than to organisational characteristics 2.

Schneider & Hall (1972) have examined how the perception in information
processing of individuals was formed>3. Throughout this stage the psychological
meaning of climate definition has become apparent >4 . Recently the term
organisational climate mainly refers to meaning and sense-making as perceived by

individuals in the physical settings context .

Rentsch (1990) has described organisational climate as the way people
perceive and interpret events in the organisation *¢. In other words, the way people

describe events. Events were defined as anything in the organisation that members
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Interpret or attach meaning to in their attempt to make sense of the workplace. The
concept was developed from one of the assumptions of the climate theory, when
members of organisations start to perceive and make sense of the objective properties
of organisations (1.e. policies, practices and procedures) in psychological meaningful
terms >/, Examples of events are firing a particular person, moving to a new building,
introducing a new facility, etc. The meaning of events to members of organisations is
always critical to climate theory, since meaning i1s a qualitative aspect and varies

dramatically among individuals.

Organisational Culture

Culture 1s a more complicated 1ssue. It takes the definition of meanings in
organisations to a different level. Most of the research in the early 80's has defined
organisational culture as shared interpretations and understanding of organisational
events °8. In order to understand shared meanings, previous research has focussed on
the study of all 1ssues relating to developing a particular meaning. Jelnick, Smircich,
& Hirsh have focussed on the structures of meaning °°. Sathe (1983) has focussed on
important understandings ¢°. Ott and Schein have dealt with beliefs and values,
whereas Smircich has focussed on the study ot patterns of symbolic relationships and
meanings ¢! Cultural researchers have assessed the shared understanding and
meaning in many ways. Rentsch has summarnised them into organisational stories,
signs and symbols , patterns of assumptions , expectations, shared understanding and
interpretations, reward systems, and organisational transactions 2. Further studies

have tried to study organisational culture through communication rules 3.

Organisational climate and culture have been assessed through different
means. Rentsch (1990) has described the differences between climate and culture. He

wrote:

"The qualitative approaches traditionally used to studv meaning in culture research
may provide a richer. more comprehensive view of meanings in organisations than

does the questionnaire approach preferred by climate researchers. Moreover.
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culture researchers may actually be measuring a different kind of meaning than
climate researchers. Climate questionnaires directly assess descriptions. indirectly
assess patterns of relationships among these descriptions. and do not assess
organisational members' interpretations of events. Culture research focuses on
assessing the sense-making meaning of events. The data used 1n culture research
may better represent meaning as it 1s discussed in climate theory . but the
qualitative methods of culture researchers lack the objectivity and comparability of

the quantitative methods of climate researchers". 64

The importance of studying organisational climate and culture in the social
context of the organisation lies in the growing evidence that staft who share the same
understanding and interpretations of organisational events tend to interact more with
each other. The study by Rentsch has confirmed the hypothesis which argued that
people who interacted together would interpret organisational events similarly and
that different interaction groups would interpret organisational events differently ©°.
Improving the social competence in organisation could also take a new dimension .To
the extent that organisations influence the way people develop meanings and interpret
events, the interaction pattern among groups could be shaped accordingly.
Organisations that support informal contact among their members should ensure
compatibility in the way members perceive organisational climate and culture. In
bureaucratic organisations, as stafl in the hierarchical structure vary dramatically in
the status, decision making, authority, autonomy, and physical settings, differences
could be generated in the way they perceive climate and culture. Such an argument is
anecdotal and empirical research 1s required to investigate the vanation in people's
perception of climate and culture in bureaucratic and non-bureaucratic organisations.

This will lead to a better understanding of the social pattern ot groups in conjunction

with organisational climate and culture.

2.6. Formal and informal processes 1n organisations.

The study of the formal and informal processes in organisations has become a

means to recognise and describe the organisational environment. Throughout the
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literature review. most of the studies have focused on formal and informal
communication in organisations as an area that would provide a descriptive view of
the nature of organisations. The formal structure in organisations adopts its pattern as
a network of relationships among positions within the organisation and since
relationships are determined by one's role, structure 1s viewed as a static entity which
conforms to a top-down configuration °¢, whereas the informal process arises out of a
combination of human needs and formal factors ¢7. Thomas Allen (1977) has
concluded that while formal communication could be more important than informal
communication , the two are functionally independent of each other 68 . The

connection between formal and informal processes was described by Hartman &

Johnson (1990) as follows:

"Since social structure 1s created and recreated through communication processes a
dialectical relationship exists between formally dictated and emergent structures;

formal and emergent structures coexist”. 69

His argument was based on the study of Monge & Eisenberg 70. Conrath has
focused on organisational communication as a tool to study organisational structure
'l _Conrath (1973) has defined three aspects of organisational communication. These
were the written, the telephone, and face-to-face patterns of communication. His
hypothesis was that there will be a relationship between these communication patterns
1.€. written, telephone, and face-to-face and three aspects of organisational structure-
authority structure, task structure and the physical environment represented in the
physical distance. Findings of his study showed that both patterns of wrirten and
telephone were significantly closer to the authority structure than that based on face-
to-face communication. The felephone usage pattern 1s most similar to the rask
structure, significantly more so than the pattern of writtenn communication and not
quite significantly more so than face-to-face interaction patterns . The Face-to-face
pattern was more similar to fask structure than the written pattern. The last finding
was that the face-to-face pattern of communication is highly correlated (negatively)

with the physical distance among pairs. Conrath wrote:
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"We recognise that we are just at the beginning of an effort to understand the role
of organisational communication . and particularly its ability to represent and
influence the prescriptive models of structure found 1n the literature. We feel that
the patterns of organisational communication will provide us with an empirical

approach to the study of the organisational environment. research for which the

data requirements can be met". 72

Rentsch (1990) has used the informal interaction among groups as a way to
study staff perception of organisational events 73, His broad hypothesis was " people
who interacted together would interpret organisational events similarly and that
different interaction groups would interpret organisational events differently".
Organisational events were defined in term of organisational climate and culture.
Results have supported his argument. This conclusion emphasises the importance of
Interaction in organisations, not only as a mechanism of information exchange but also
as a technique and tool to understand the nature and structure of organisational

culture and climate.

As a support to Rentsch's findings, Dean & Brass (1985) have examined the
impact of social interaction on the perception of job characteristics in organisations 74
The hypothesis which claims that increased social interaction leads to a convergence
of perception was supported. Such results should increase the awareness of
management of the significance of social interaction among groups. Increasing the
number of interactive groups within the same organisation will diversify perceptions
of events among groups, whereas decreasing the number of interactive groups will
eliminate the diversity of perception and members of organisation could perceive

events similarly.

Another study by Muchinsky (1977) was concerned with investigating
relationships between organisational communication, organisational climate and job
satisfaction 75. Organisational communication was described in terms of sixteen

dimensions. These are: trust, influence, mobility, desire for interaction, accuracy,
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summarisation, gate keeping, overload. directionality-upward, directionality-
downward, directionality lateral, written modality, face-to-face modality, telephone
modality, other modality, and satisfaction with communication. Organisational
climate was defined in term of interpersonal milieu, standards, affective tone toward
management/organisation, organisational structure and procedures, responsibility,
organisational identification. Job satisfaction was defined in terms of satisfaction with
work, satisfaction with supervision, satisfaction with pay, satisfaction with
promotions and satisfaction with co-workers. Of all the sixteen dimensions of
organisational communication, only seven dimensions were found to be significantly
correlated with one or more dimensions of both organisational climate and job
satisfaction. The seven organisational communication dimensions were trust,

intluence, desire for interaction, accuracy, directionality-upward, directionality-lateral

and satisfaction with communication.

The concern about the formal organisation began to weaken in the1980's 76, as
it was realised that the study of the formal organisation on its own 1s insufficient to
understand the nature of behaviour in organisations. It 1s no longer valid to study
individuals 1n 1solation from each other. As a matter of fact individuals represent
groups 1n which they all act in a social context /7. As the study of formal organisation
factors in conjunction with the physical environment was related to employee
performance’8, the same research revealed the importance of informal organisations
represented in the social context of organisations. The umt of the social context is
groups which consist of single individuals. Individuals and groups are expected to
influence informal organisation through social status, informal exchange, roles, norms,

etc. 7.

Further studies give more evidence in connection with the role of formal
aspects of organisation on the informal aspects. Friedkin (1983) has conducted a

study investigating the impact of interpersonal communication networks within
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organisations on informal control 8. Two hypotheses were tested. Firstly, the
likelihood of observability declines with the distance between two persons in the
network. Secondly, the likelthood of observability increases with network cohesion,
defined in terms of the muitiplicity of communication channels joining two persons in
the network, controlling for channel length. The informal control was defined as the
process of monitoring and evaluating performance and the process which influences
the monitored and evaluated performance. The communication network was
measured in terms of distance separating two members of the network . The distance
was determined by the length of the shortest communication channels connecting
them, 1.e. the number of direct interpersonal communication relations (lines) that are

involved in the shortest communication channel connecting them. The results revealed

the following;

"The major results of the analysis are these . 1- awareness-without-contact
relations are unlikely in dyads that are connected by a single shared contact: 2- the
probability of an awareness-without-contact relation 1ncreases with increases in the
number (n) of shared contacts; and 3- the number of connections through two

contacts that join # and v has a negligible association with the probability of «

being aware of V's current work". 81

Hartman and Johnson (1990) have studied communication within formal and
informal groups and investigated their relationships with role ambiguity 2. Two
hypotheses were tested. The first hypothesis claims that "groups will have a greater
impact on role ambiguity than will the entire network of individual relationships".
The second hypothesis claims that "informal groupings will have a more pronounced
effect than formal groupings on levels of role ambiguity". Results support the first
argument , whereas the second hypothesis was not supported. The first argument
indicates that people who share a role , like univ?rsity professors, may have a clear
perception of their role; but others, like administrators, may have different

expectations 83. Although the second hypothesis was disapproved giving more

superiority to informal groups than formal groups with respect to role ambiguity,
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Hartman and Johnson suggested that both types ot group play key roles in the process

of role ambiguity.

In summary, both formal and informal functions in organisations are
interrelated processes in the way that one can affect the other. The study of formal
and informal activities in organisations could be used as a technique to understand and

describe organisational dimensions and environment.

2.7. The importance of interaction

Interaction is part of daily life. In social interaction, people percetve and judge
each other based on this activity. The study of social interaction 1s relevant to the
ways in which we experience our social world, and has covered a wide range of
critical issues in organisations 4. These 1ssues are of a great importance to
organisation performance. Communication in organisations has interested sociologists
and social psychologists for a long time 3°. Throughout the literature, many studies
were conducted investigating the importance of interaction to employee satisfaction
and organisational effectiveness. Offices designed for productivity looked at

interaction and the ease of communication as a key point 3.

In the 1960s researchers such as Rosemary Stewart recorded the large
proportion of managers' time spent " just talking” 87. Henry Mintzberg (1974) has
emphasised the "informational roles" of managers 3. Communication and information
management are important managerial activities on their own , and of a crnitical
influence on other organisational process such as decision-making, control,

motivation, leadership, and co-ordination %°.

Organisations perceive interaction as a mechanism for exchanging
information and ideas. Interaction 1s considered as a means of making use of the

resources and expertise invested 1n individuals. The process of decision making and
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Innovation in organisations often takes place through interaction activity. In fact the
process of decision-making should not be confined to a limited number of staff as
participation in both decision-making and social support was found to be associated
to workplace stress , burnout ,and job satisfaction 0. This will increase the need for
providing staft with the opportunity to meet each other casually inside their
workplaces so to promote the process of participation in decision-making and the
exchange of views, 1deas, and information. Interaction is also the activity that enables
employees to make friends and shape their social life in organisations. Researchers
have found a relationship between the ease of interaction in offices and satisfaction
with job and with productivity ®1. The quality of work produced was also found to be
related to the number of difterent people known to each other and their locations and

distribution within organisations °2.

The grapevine as a mean of informal exchange has been accepted as an
effective means of information exchange , where 1deas and information are
transmitted in a quicker and more effective way than in formal communication
channels #3. Informal communication, defined as relatively unstructured information
exchange that tends to occur in face-to-face encounters during "off-task" moments,
has acquired a significant interest in today's organisations 4. Research shows that
managers and organisation members rely on spontaneous, unplanned meetings with
others ?°. The Quickborner team 1n their interaction survey has considered written and
telephone communication as a substitute for informal contact. They regard informal

contact as superior to both written and telephone communications. Pile wrote:
"Inclusion of written and telephone communications 1n interaction surveys since
these types of contact do not require physical closeness. The obvious comment is
that these are only substitutes. more or less cumbersome. for direct. spoken contact
that would be used 1nstead 1if 1t were convenient. The inconveniences of telephone
communication are well known (busy signal. no answer, interruption of on-going
conversation or task. lack of visual signalling, etc. ) and written communication

tends to be slow and formal . and can be easily ignored by the recipient. Therefore.
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these kinds of contact are assumed to be inferior alternatives substituting for

preterable direct contact"”. 96

Several studies found a link between informal communication and work
performance, although the distinction between formal and informal communication
flow 1s not clear */ . The model developed by Campbell (1988) shows how informal
communication in organisations could affect work performance ?8. Furthermore, in his
model , informal communication can strengthen the individual's sense of identification
with and commutment to his organisation. As employees have the feeling of being "in"
an organisation, this will work to decrease the feeling of alienation and isolation
within an organisation °°. This in turn will contnibute to a greater job satisfaction ,
lower absenteeism, and lower turnover 190 Trickett (1992) has described six measures
of successful design in organisations 1!, Informal communication among different
levels 1n the organisation was one of these measures. Two significant studies found
relationships between the opportunity to initiate face-to-face interaction and job
satisfaction. The first study was by Muchinsky (1977), where he found a significant
correlation between the desire for interaction and three aspects of job satisfaction;
these are satisfaction with work, with supervision, and with co-workers 192, The
second study was by Oxley and Barrera (1984), where a correlation of . 46 was found

between these two variables 193

The desire for interaction among employees was found to be a very significant
aspect of organisational communication. A study by Roberts and O'reilly (1974) of
the measurement of organisational communication revealed significant results. Ten
aspects of organisational communication were included in the study. Among them
were the desire for interaction and face-to-face-modality 1°4. Results showed that the
desire for interaction is positively associated with accuracy of communication and
negatively associated with communication overload. The same study showed that

face-to-face modality 1s hghly associated with written modality and communication

overload. Another study by Leibson (1981) found that most of the engineers in the
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firm exchange their ideas and views through face-to-face contact , and a large number
of them were reported to be reluctant to travel for long distances to get information
and they do not prefer using telephones!®. Trickett (1990) suggested that

encouraging opportunty for face-to-face communication among staff is one of the

significant roles of facilities managers in today's organisation 106

Oldham & Brass (1979) reterred to two studies by Berkowitz (1956) and by

Chapman and Campbell (1957) that relate interaction to task performance 197, In the
first study there was a significant positive relationship between air crew members'
attitudes toward one another and two measures of their combat effectiveness. The
second study found that the desirability of an individual to work 1n a team 1s
significantly associated with the success of the team to which he belongs to.

The study by Oldham & Rotchford (1983) of the impact of office characteristics on

employee reaction has shown that friendship opportunities 1s significantly correlated

to work satisfaction, social satisfaction, and degree of office satistaction.!¢3

2.8.Aspects and characteristics of interaction.

One significant aspect of communication which tends to concern organisations
1S communication within its own group. This in fact depends on how effective the
management of communications in organisation 1s '%°. Such interest necessitates more
attention to both formal and informal channels in organisations. More description of
interaction was discussed under communication as an important dimension of

organisation structure 19, However, this section will discuss briefly some of the

characteristics of interaction .

The grapevine as one aspect of social interaction has been described by

Davis as a neglected aspect of informal channels due to poor management !1!. The
grapevine is defined as all the informal interaction that takes place within a group. It

denotes everything, including informal communication (useful information) 112,
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The formal aspects of communication such as conferences, reports.
memoranda, and so on represent the basic means of transferring information, and
management thinks of 1t as the most rehiable and simple way of communication 13,
Davis (1953) has described four characteristics of the grapevine 114, First there is the
speed of transmission. It was found that the grapevine carries news faster than formal
channels of communication . Second there 1s Degree of selectivity, where the
grapevine usually acts without conscious direction or thought. It will carry anything,
anytime, anywhere. The third characternistic 1s Locale of operation. In some
companies the grapevine is not restricted to the place of work, but it 1s extended when
staff meet each other after work, especially if the scale of the city is small or 1f the
company provides an accommodation facility in one compound for its statt. The
fourth characteristic of grapevine 1s its relation to formal communication. Both
formal and informal communication could be jointly active or jointly inactive. The
Davis study found that where there was a lack of formal communication among staft,
the grapevine could not fill the void in communication, but the grapevine was active

when there was effective formal communication !1°.

In fact Davis (1953) realised that both formal and informal communication
may supplement each other, and formal communication 1s simply used to confirm or
expand what has already been communicated by the grapevine !¢, His research on a
leather manufacturer company described the way in which information could be
spread. Four different kinds of communication chains were 1dentified !!7. This
included the single strand chain, where A tells B , who tells C, who tells D , and so
on. This in fact spread in a linear form in a chain to a distant receiver. Such a pattern
will filter the transmitted information till it becomes unrecognisable. The probability
chain is where A communicates randomly to anyone; for example F and D, then F and
D tells anyone ,all communications being liable to the law of probability. In the gossip
chain A tells everyone else. In the cluster chain A tells three selected others; perhaps

one of them tells two others; and then one of these two tells one other.
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The types of communication that are beneficial to organisations should be
identified by the top management. This 1s crucial since different types of
communication serve different 1ssues. Thomas Allen (1977) has distinguished three
types of communication '8 Firstly, communication to co-ordinate the work;
secondly, communication to keep individuals informed about his specialisation;
thirdly, communication to stimulate creativity. In the meantime, Lewis Gunn (1975)
has described four types of communication that cover a wide range of types of human
interaction 11°. Informative communication; such as describing an object or event,
includes explanation of reasons and clanfication of ideas. Evaluative communication
includes expression of opinion or attitude inferences from facts. Action-initiating
communication includes orders, requests, persuasion, advice, etc. Social-emotional
communication includes the expression of feelings to others. To the degree that
organisations become capable of identifying types of communication that serve their

basic strategic objectives, communication in this respect will contribute to

organisation effectiveness.

Si1ze of the group

Another significant characteristic of interaction is the size of the group.
Many studies were conducted of the impact of group size on interaction. Most of
these studies have established a relationship between the size of the group and pattern
of interaction. Davis (1953) realised that the larger the stafl in the same organisational
level, the better the communication among the members!Z?®. Most of the studies of
interaction within different group sizes focussed on the notion of boundary in
interaction. The boundary in case of Sommer (1969) on personal scale 1s an imaginary
boundary between human contact 12! It was defined as being invisible and not
necessarily spherical . The invisible boundary of personal space can be discovered by
approaching closer until somebody complains. This boundary of personal space was
proposed by Sommer to be impermeable. However, the boundary in the case of a

group is entirely different. Some studies concerning group interaction focussed on the
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degree of permeability of group boundary. This was studied in conjunction with the
size of the group. Various studies showed that the size of the group 1s associated with
the level of interaction. Among these studies 1s the American research by
psychologists on the effect of group size on the permeability of group boundaries 122,
Results of the American research showed that the tendency for larger groups to have
less permeable boundaries 1s highly significant but of a small magnitude . This
impermeability generally increased as a function of the relative size of the larger
group. Durkheim (1951,1964), a sociologist, has concluded that societies become
more specialised and complex as their populations increase in size and density 123,
Both Durkheim and Tonnies (1957) have considered size as a determinant factor of
the nature and quality of relationships among members of a society 124, The fact that
the size of the group will aftect the pattern of interaction has promoted sociologists to
define small and large groups. But a problem arises with these labels when one asks

how small 1s small and how large 1s large . Wilson (1978) wrote:

"While the unity of small groups 1s based on the interaction among members as it

emerges naturally, large groups must institute official rules and duties to assure

their unity." .12°

Such understanding indicates that the unity of small groups refers to the
natural preferences of individuals as well as to the physical environment they occupy.
On the other hand, the large group will be mainly governed by the organisational ties
and formal communication. In summary, although it seems sensible to define group
size in numbers, in any research it becomes necessary to define what 1s meant by a
small group and large group. This definition 1s not necessarily by number, but could

also be by defining the concept and condition of the group.

Measures of interaction
Interaction can be descrnibed in many forms. These include frequency;,
latency, duration, density, and sequence 2. Frequency refers to the number of times

an event occurs. Latency 1s more related to studies of internalisation, and has to do
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with self-control. inhibition. and resistance to temptation. The duration measure
usually refers to the length of time required for an event to "run-oft". Density
measures were reported to be more common than duration measures 27 The studies
by Walters & Parke (1964) have considered densities to be the total number of
seconds involved in the activity 123, Sequence is related to the sequential nature of an
event within the ongoing behaviour stream of single or many individuals .In general
frequency was the most widely used throughout the literature. Lamb, Suomi, and
Stephenson (1979) have referred the reason for the domination of frequency of social

interaction in the literature to two main reasons. They wrote:

"Frequencies have been most widely used 1n the literature. other measures have
been used relatively rarely. Frequencies. from which rate measures are derived,
have dominated the literature for two main reasons: a) to determine the presence or
absence of an act, either in terms of its onset or its ongoing occurrence, involves a
conceptually- straightforward judgement: and b) rate of occurrence is widely
believed to be correlated with the strength of the internal response disposition or
the frequency of prior reinforcement---1.¢., the measure 1s theoretically -

relevant."12°

Lamb, Suomi, and Stephenson (1979) claimed that the reason for the
infrequent use of density and duration is due to their ambiguous connection to any

theory of social action. 139

2.9. Factors affecting the level of interaction.

The level of interaction in any organisation 1s a key issue that 1s mainly
determined according to the nature of organisation structure. It 1s a significant issue
to know how the work is performed in any orgamisation. Is it through specified roles
for each member of staff which reflect the bureaucratic system of management, or
through teamwork which reflects the level of participation among the staff ?. The
model developed by Trickett (1990) has described the measures of differentiation
among organisations in three dimenstons 1°1. These are the interpersonal style ( formal

vs. informal), the authority system (concentrated vs. dispersed), and the working

3



procedure (participative vs. individual). Employing Trickett's model, the level of
interaction can be determined according to these three dimensions. These dimensions

in fact shape the structure of the organisation.

In post-occupancy evaluation, Dufty (1974b) has described two types of
organisations in terms of bureaucratic vs. interactive 132 Interaction was defined in
terms of internal interaction, external interaction, and confidentiality. How much each
employee needs to interact within his own group as well as across the group will
determine staft level of interaction. The organisational structure will determine the
level of interaction through the nature of tasks each group of staft pursues. Hatch
(1987) has conducted a study on the impact of task characteristics on several aspects
of interactions !33. Task characteristics in his study included position level, task
interdependence, and uncertainty. However, the nature of tasks in terms of
complexity ( managerial vs. clerical), and interdependence (individual vs.
participative) could highly influence the level of interaction. The impact of task
characteristics on interaction was highlighted by Sundstrom's findings, where he
suggested that staff with difterent job duties would perceive the need for privacy
differently 13¢. Because both privacy and interaction are two interrelated measures in
the workplace, task characteristics become a determinant factor for the level of both

privacy vs. interaction.

One question is always crucial to organisations. Do they always maintain the
desired level of interaction?. The answer to the question 1s somewhat complicated.
This is because interaction is an activity that 1s always influenced by the physical
environment and problems occur when the physical settings of any organisation fail to
support the required level of interaction. This also includes the dysfunctional effect of
buildings . Secondly, the churn that occurs 1n the organisation will always affect the

experienced level of interaction.
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One critical aspect is how to control interaction in orgamisations. This includes
control over the carriers of news and gossip among executives and Supervisors.
Undoubtedly, the grapevine was found to affect the atfairs of management '3°. Some
regard the grapevine as an evil, which destroys morale and reputations. Others think
of 1t as a good thing because it acts as a safety valve and carries news fast. Whether
the grapevine 1s perceived as an asset or hability depends to a great extent on how 1t 1s
being managed 1n organisations. If informal interaction 1s considered as a boon 1n
some organisation, it might be a burden in others. This 1s simply because
organisations vary dramatically in the way they perceive the need for informal
interaction. That i1s why the level of informal interaction to be maintained among staff

should be carefully considered.

Another aspect of control over interaction that 1s always required is the
control that enables staft to maintain a desirable level of privacy. The problem arises
when staft lose control over their workspaces. To the extent that staflf are unable to
1solate themselves to concentrate on serious tasks, interaction will be perceived as a
source of constant distraction. Successful workplaces have been described as the ones
that enable stafl to possess a high level of control over their workspaces. The way in
which the concept of "activity settings" has been developed by Stone & Luchetti
(1985) for more responsive workplaces demonstrates the idea of control over the

workplace. They wrote:

"Privacy versus participation, independence versus inclusion- these are the basic
quagmires of office design. We argue that compromise cannot resolve the tensions

between these needs. but multiple activity settings can". 139

Wineman (1982) has considered control over social interaction as a major
issue of concern that relates to workspace satisfaction 137. Privacy and interaction are
always an interrelated problem. It 1s equally easy to create workplaces of a high level
of privacy through highly enclosed offices, and workplaces of a high level of

interaction through open plan othices without any intervening barriers. But it is a more
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complicated issue to create workplaces that give statl the opportunity to maintain

different levels of privacy and interaction simultaneously.

Westin (1970) identifies difterent levels of privacy. Solitary privacy of an
individual alone, intimate privacy of two persons involved in a conversation, and so

forth 138 Privacy was defined by Altman (1975) and further explained by Wineman

(1982)
" 1t involves control over access to oneselt or one's group. It includes the ability of

people and groups to regulate the transmission of information about themselves to

others and to control inputs from others".13%

Wineman (1982) has described satistaction in workplaces as associated with

such privacy-related considerations such as the ability to concentrate, conversational

privacy, and visual privacy. !4

In general, interaction is a critical activity that contributes to employees'
satisfaction and organisation performance. However, control over interaction is
inevitable in successful workplaces. Losing control over interaction will deprive

employees of the desirable level of privacy that is essential for certain tasks. A key

criteria for the office of the future 1s the degree to which employees possess control

over their workspace.

2.10. Information technology and the need for interaction.

The introduction of telematics (telecommunication and computer) for the
purpose of generating, storing, manipulating, retrieving, and communicating with no
concern for physical distance, has caused a shift in the way organisations look at their
workplace 141, Telematics affects offices in two ways: first, the ability to perform
work from home; secondly ,the impact of telematics within the office building.
Telematics has provided organisations with the opportunity to operate from homes

Linking home and office through telematics has become a concern for many
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organisations. This trend reflects the nature of changes that can take place in
organisations. Such an approach has many implications. These include: 1) the
economic impact of eliminating numbers of workspaces and amount of facilities
needed in the organisation; 2) the social impact of losing social interaction and
friendship among staff; 3) reluctance of organisations to control their staff ; 4) the loss
of face-to-face communication, especially with regard to conferences, meetings, and

seminars; 5) the loss of the feeling of being "in" the organisation.

However, the social, economic, and technical aspects of telecommunication
technology are just beginning to be explored 142, A report surveyed some companies
in Califorma evaluating managers' opinions of statt working from homes through on-
line computer networks 143, Results showed that most of the companies are unhappy
about staftf working from homes for three reasons. These are 1) most managers were
unable to judge stafl performance through computers; they insist on the need for face-
to-face contact. 2) managers lose control over staft working at homes. 3) managers
believe that once the concept of "working from home" 1s introduced, work-style and
the way organisations percetve their basic component elements should be modified

accordingly. Other problems such as financial 1ssues were also a matter of concern.

The use of computers in today's offices 1s the main 1ssue that causes change in
the way work 1s performed. The fatigue caused by VDUs (visual display units)
represented by stress, radiation, visual fatigue, and eye strain has become a dominant
problem 1n today's offices 144. Grandjean's (1980) and Cakir et al (1980) have
discussed the health problems associated with the use of VDUs 4. They found that
VDU operator headaches were caused by visual overload ;excess electromagnetic
radiation;, photosensitive epileptic episodes; muscle, joint, and tendon pain; irritability,
depression, anxiety; blurred vision, burning and irritated eyes, eye strain, and glare

discomfort. The response of management in most organisations was to ask staff to
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take regular breaks as a rest period after a certain period of working with VDUs

Mauro (1981) reports that:
"for exampie. Volkswagen requires a minimum rest period of 15 minutes per hour
for all workers who interact with VDT (visual displav terminals) for extended

periods". 146

Makower (1981) reports:

" in Germany agreements have been reached between banks and bank tellers for
the following breaks: 10 minutes after 80 minutes of 'feeding' the computer and 10

minutes after 50 minutes reading from the screen”.147

Makower (1981) has also quoted the recommendation of NIOSH (U.S.

National Institute of Safety and Health):
" there should be mandatory work-rest breaks of at least 15 minutes everv 2 hours
for VDT operators under moderate visual demands and 10 minutes every hour for

workers under high visual demands".143

One could think of computers as a successful means of initiating face-to-face
contact. This happens when stafl are required to have regular breaks after a certain
working time on VDUs. In this respect the staft will have the opportunity to leave
their workspace and go to the coflee-break area , a place where informal interaction is
likely to take place. Management could even support this more, by forcing the whole
staff to have their regular break at the same time. This will help to bring a large
number of staff in the gathering places at the same time and allow them to
communicate informally. The introduction of small and light computers will allow
stafl to carry out their work any where in the workplace. This will also increase
mobility and theretore increase the opportunity of statl to contact with each other.
Stone & Luchetti (1985) suggest that electronic bulletin boards and electronic mail

are increasingly popular ways to link people. They wrote:
"...when managers need to get information themselves rather than delegate the
search to others. When a manager enters a problem on the company electronic
bulletin board. he or she i1s likely to receive replies from distant parts of the
organisation. Initial discussions over computer networks become a basis for

forming various ad hoc groups. In this way, networks can actuallv facilitate face-

to-face exchanges. not just substitute for them". 14
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Another recent study cited in Stone & Luchetti by Juan Rada (undated) has
shown that large volumes of informal electronic communications across organisations
can create confusion for those used to an orderly, channelled world 1°°. In an attempt
to associate computers with social organisation, Thomas Morgan argued that
technology 1n organmisations has tended to be installed along rigid bureaucratic lines
151 'His 25-strong team of psychology and computer scientists 1s looking at how
technology could be used to enhance social opportunities at work. He proposed two
screens in each employee's office, one for the formal working task , and the other
videoing people present in gathering areas. In this case employees are always
informed with people present in common areas, as they can leave the workspace and

go to the common areas to hold a conversation with the required person.

Evidence of the impact of telecommunication on work and social structure 1s
neither systematic nor empirical °2. However, Vail (1978) has investigated the tmpact
of telecommunication on the social-psychological aspect and mental health 1°3. Other
studies have focussed on communication modality preferences , transportation, and
saving energy due to substitution by communication networks >4
In summary, the expectation that the increased use of information technology would
eliminate the need for interaction is unlikely. In contrast, the review has established a

connection between the use of computers and social organisation.

2.11. The Nature of Saud1 Governmental Organisations

The kingdom of Saudi Arabia has used five year plans since 1970. This five-
year plan shapes the future of Saudi society based on the economic situation of the
country. By the end of the fourth plan, the kingdom had finished the construction of
the main infra-structure of the country. The plan consists of the basic strategic
objectives of the country with respect to health, education, industry, trade, etc.. One
basic objective of the kingdom 1s to raise the standard of living of the Saudi individual

within the context of Islamic principles. As a consequence, the kingdom tried to
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respond to all the basic requirements of Saudi individuals. In this respect, the country
was able to provide free educational and health services to all members of the society.
The boom 1n the Saudi economy 1n 70's and 80's has been retlected in the increase of
the number of governmental organisations to cope with such a situation. The study
will describe 1n details two important aspects of Saudi's organisations. These are the

organisational context, and the social context.

A. The Organisational Context Of Saudi Organisations

The structure of Saudi1 governmental organisations has been shaped by the
Council of Ministers. These organisations belong to different governmental sectors
including o1l and mineral resources, health, commerce, municipal and rural affairs,
education, higher education, industry and electricity, telecommunications, finance and
national economy, etc.. The Council of Ministers with the king as President 1s the only
authority that has the night to make major changes in the way these organisations
operate. The study will describe the nature of Saudi organisations in the light of their

basic structural dimensions.

As the government established different organisations since 1950, the size of
these organisations has increased dramatically thereafter to respond to the economic
situation of the country. Although 1n the 50's and 60's the government was keen to
provide the necessary number of Saudi organisations to cover all the social, industnal,
medical, and managenal aspects of the economy, they realised afterward the need to
expand these organisations in their actual size. The size of the organisation refers to
the number of staff as well as the amount of facilities. In the early 50's the number of
Saudi organisations was very few . They were located in Makkah in the western part
of the country as it was the only heavily populated area in the whole kingdom. These
organisations belonged mainly to finance and religious affairs with a limited number of
staff and facilities. Suddenly, these organisations were moved to Jeddah and thereafter

to Riyadh with an increase in their numbers and size. Although each governmental
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organisation has its main headquarters in Riyadh to run the organisations, there is a
sub-headquarters in each province to run the organisation's affairs on a regional scale.
Moreover, these organisations have branches in almost every city in Saudi Arabia.
The need to establish headquarters in Riyadh and in each province has dramatically

affected the size of organisations.

Staft in these organisations are structured in a hierarchical form with high
status statl occupying the top of the pyramud and lower status at the bottom of the
pyramid. At the top of each organisation 1s the minister. Each organisation 1s a group
of organisational units (1.e. departments) with a manager and subordinates. The
process of decision-making 1s often characterised with the notion of centralisation.
Staft at the higher positions have more powertul authonty to make decisions. Saudi
organisations like other organisations in other parts of the world suffer from
formalism and unnecessary bureaucratic routines and procedures which affect their
efficiency and the utilisation of the available resources 1°> . The centralisation in
decision-making has affected productivity remarkably. In some cases bureaucrats

control even minor 1ssues and they take an unreasonable period of time to take

decisions.

There are several factors concluded by Al-Malik (1989) that have contributed
to encourage bureaucracy in these organisations such as a) the nature of civil service
law which guarantees career security and tenure for all employees 1°¢. All employees
in these organisations have secure jobs where they stay on their jobs until retirement
unless they commit a social crime or misconduct. There 1s no basic incentive for
productivity. This has led to wide-spread carelessness among the whole staff. b) the
lack of clear-cut responsibility and authority to carry out actions. This has affected
role ambiguity which in turn led employees to prefer more stable jobs with repetitive
functions than ones with responsibilities. ¢) Weakness in some measures such as

performance appraisal, controlling, accountability, and disciplinary systems. d) Lack

63



of effective motivational systems such as rewarding. This has diminished the

motivation behaviour among the staft.

Although these types of organisations exhibit the bureaucratic system of
management through the hierarchical structure and the differentiation in rank and
status among staff, the participation dimension is perceived as a strong criterion that
would enhance organisational performance and increase productivity. The first
published report on the strategic decision-makers in both business and governmental
organisations in Saudi Arabia has revealed the need to improve communication
channels and promote participation through decentralisation. The study was

conducted on 127 governmental officials and 139 business executives 1°7. The report

showed that:

"Participants indicated the need for improving the administrative bureaucracy by
simplifving work procedures a<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>