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ABSTRACT 

This paper aims to examine the difference between employees’ Trust and Communication on the basis of their tenure in 

the organization. It is a descriptive work and data has been collected using non probability sampling technique with the 

help of convenience sampling. A well designed questionnaire was used for collecting data from the two different hotels 

(Hotel Icon & Hotel Regent) in Chandigarh region. For this purpose, a survey has been conducted from 100 respondents 

who were working in hospitality sector and twenty three statements were asked individually, which were related to Co-

Workers’ Trust and Communication. At the time of editing the total sample size taken of 75 employees rest 25 respond 

could not found genuine. The questionnaire consists of two parts: Part I: consists of 23 statements. Part II: consists of 

demographic profile of respondents. Results reveals that there are three statement which reject the null hypothesis (H0) 

out of 23 statement rest all accepted the null hypothesis at 5% level. 

Keywords: Organisation culture, Co-Workers Trust, Communication, Hospitality Industry. 

 

INTRODUCTION 

Culture plays crucial role in every organisation. Organisational culture is one of the popular concepts in 

management and organisational theories. As Dave Duffield explained “Our true competence is our culture”. If 

there is trust, competence and fun that‟s why employees get attracted with the organisation (Dave Duffield). 

If we talk about Organisation climate, a survey were conducted in 1970‟s by brown [1] and findings revealed 

that organisational culture seemed inflexible and rigid or sophisticated to understand belief and attitude of 

every individual from the organisation perspective. 

Deal and Kennedy [2] in their study explained that Initially Organisational culture were viewed as national 

culture but later on organisational culture became central of organisational success rather than national 

cultures so more emphasize given to organisational culture.  

Limited studies are available and less attention has given to this field of research. Culture includes values, 

beliefs, norms, perceptions, ethics, ethos, artifacts and moral values etc. It can be described as a set of rules 

which actually essential for successful organisations to develop, implement and follow it. As Tews et al. [3] 

investigated the impact of co-worker on turnover, where co-worker subdivided further into two category co-

worker emotional support which can be considered as informal relation with each other and another category 

were co-worker instrument support which is formal relationship with each other. And results revealed that 

informal relation have negative impact on turnover and formal relation have positive impact on turnover. We 

also study two types of organisational culture i.e. explicit organisation Culture and implicit organisation 

culture.  Robbin & coulter [4] described organisational culture as the beliefs, values and perceptions which are 

perceived by employees employed in the organisation. Culture may differ depends upon the sectors i.e. culture 

of factories will be different from banking sector. Similarly hospitality culture is far different from other 

sectors because it is crucial factor for hospitality sector. Most of the vision and mission statements of any firm 

have been developed according to the culture of the organisation. Even goals and objectives are linked either 

directly or indirectly with the culture only. It is a vital factor that has high impact on working environment of 

any organisation that should be discussed thoroughly. As Schiffman defined culture “The sum total of learned 

belief, values and customs that serve to direct the behaviour of the member of a society.” He also explained 
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the culture means “Personality of society.” The culture is complex whole of the organisation which includes 

knowledge, beliefs, art, morals, customs and other capabilities and habits acquired by man as a member of the 

organisation.  For this purpose, a survey has been collected from 100 respondents who were working in 

housekeeping, kitchen and f and b departments in hospitality sector and twenty three statements were asked 

individually, which were related to Co-Workers‟ Trust and Communication. At the time of editing the total 

sample size taken of 75 employees rest 25 respond could not found genuine.  

If we talk about communication, it is a way to convert our ideas into actions. Communication only considered 

being successful when it is two ways. Human relation is not possible without communication. Communication 

can be written or oral. Organisation culture can improve organisation commitments said by Sackmann [5] 

 

CLASSIFICATION OF CULTURE 

Deal and Kennedy [2] described four generic types of cultures to identified organisational culture, namely the 

tough-guy/macho culture, the work-hard/play-hard culture, the bet-your company culture and the process 

culture.  

Handy [6] described organisational culture by using four types of classification, namely power, role, task and 

person cultures.  

Schein [7] used three levels to explain organisational culture, namely artefacts, values and basic underlying 

assumptions.  

Scholtz [8] identified five primary culture typologies, namely stable, reactive, anticipating, exploring and 

creative.  

Hampden-Turner [9] used four types of culture to describe organisational culture, namely role, power, task 

and atomistic cultures.  

Hofstede [10] highlighted that cultures differ based on five dimensions, namely power distance, 

individualism/collectivism, uncertainty avoidance, masculinity/femininity and confusion dynamism.  

O‟Reilly, Chatman and Caldwell [11] presented seven primary characteristics to describe organisational 

culture, namely innovation and risk-taking, attention to detail, outcome orientation, people orientation, team 

orientation aggressiveness and stability.  

 

DEFINITION OF ORGANISATION CULTURE 

Martins [12] state the general definition of organisational culture as “a system of shared meaning held by 

members, distinguishing the organisation from other organisations”. 

Arnold [13] indicates that “organisational culture is the distinctive norms, beliefs, principles and ways of 

behaving that combine to give each organisation its distinct character”. 

 Johnson [14] organisational culture is to an organisation what personality is to an individual. 

Schein [7] also defines organisational culture as “a pattern of basic assumptions invented, discovered, or 

developed by a given group as it learns to cope with its problems of external adaptation and internal 

integration that has worked well enough to be considered valid, and therefore, to be taught to new members as 

the correct way to perceive, think, and feel in relation to those problems”. 

Brown [1] defines organisational culture as “the pattern of beliefs, values and learned ways of coping with 

experience that have developed during the course of an organisation‟s history, and which tend to be 

manifested in its material arrangements and in the behaviours of its members”. 

Brown [1] pattern of values, norms, beliefs, attitudes, principles and assumptions may be unwritten or non-

verbalised behaviour that describe the way in which things get done; to give the organisation its unique 

character. 

Harrison [15] defined as the “distinctive constellation of beliefs, values, work styles, and relationships that 

distinguish one organisation from another”. 
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Eldridge and Crombie [1974] defined culture of an organisation which refers the unique configuration of 

beliefs, norms(unwritten rules), values(what is believed to be important) and behaviour that characterize in a 

way in which groups of individuals get together to get things done. 

Eldridge and Crombie (1974) defined Culture is a system of informal rules that spells out how people are to 

behave most of the time. 

Furnham and Gunter (1993) defined Culture is the commonly held beliefs, attitudes and values that exist in an 

organization. Put more simply, culture is „the way we do things around here‟. 

Purcell et al (2003) defined a system of shared values and beliefs about what is important, what behaviours are 

important and about feelings and relationships internally and externally. 

 

TYPES OF ORGANISATION CULTURE 

Organisation culture can be various types as there are not any limits or boundaries, we cannot say that here the 

culture start and here end. Various studies show that, there is formal and informal culture. Goffee & jones [16] 

described there are four types of culture and they divided it using four different variables i.e. networked, 

mercenary, fragmented and communal. Boniface C. Nwugwo [17] says if we want to understand the culture of 

organisation then we should understand the positive and negative culture as well. According to Cameron& 

Quinn‟s, [18] with the help of CVP (Competing Value Framework), they also divide the culture into four parts 

like Clean Culture, Adhocracy Culture, Market Culture and Hierarchy Culture. There are Bureaucratic culture 

(Taomina, 2009.), Innovative Culture and Supportive Culture (Valencia, 2011.), which is also described and 

explained by different researcher. Karjala.V,[19] also described various types of culture and their association 

with each other. With the help of diagram he divided the culture into 6 categories. Which are Universal 

Culture, Civilization, Nationality, Industry, Organisational and Individual culture. 

As Ahearne, J. [20] also studied the culture and developed distinction between implicit culture and explicit 

culture. Implicit Culture is also known as effective culture policies and explicit culture also known as nominal 

culture policies.  

 Brown [1] in his study stated that there are four different sources: climate research, national cultures, human 

resource management and rational and structural nature of Organisation culture which are very recent interests 

of every Organisation  

Level of culture fig 21.1, pp: 618 [31] 
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LITERATURE REVIEW 

1. Berg and Wilderom[21] conducted study in which they used Organisation culture as a construct and 

derived five dimensions  these were autonomy, external orientation, interdepartmental coordination, human 

recourse orientation, improvement orientation then comparison was done with other four studies . 

Questionnaire method was used to measure these dimensions. Factor analysis method was applied on 

collected data from various banks. Findings revealed that organisational culture can be better measure with 

organisational practice 

2. Yafang Tsai [22] conducted a study to know the relationship among organisational  culture, leadership 

behaviour and job satisfaction. Survey method was used and questionnaire was distributed in two hospitals in 

Central Taiwan. Cronbach‟s alpha and confirmatory factors were used to test the reliability of the data. 

Correlation analysis used to know the relationship among subscales and regression analysis used to found the 

proposed hypothesis. Organisational culture was resulted positively correlated with leadership behaviour and 

job satisfaction and it was also found the leadership behaviour also resulted positively correlated with job 

satisfaction. 

3. Abdullah. Et. Al[23] conducted a study to fill up the gap between Organisation culture and product 

innovation among SMEs by examined the relationship between them. Thirty six small companies participated 

in the survey which held in Malaysia and given response through questionnaire. Organisation culture further 

sub divided into four dimensions so they can measure the results accurately i.e. Mission, involvement, 

consistency and adaptability. Results revealed that three out of four dimensions had significant relation with 

product innovation expect adaptability  

4. Ahmed.et.al [24] proposed study to examine the Organisation culture and their impact on Employee 

career Progression. The objective of their study was to identify the relationship between Organisation Culture 

and Career Progression. Also how Organisation Culture affect the performance and productivity in various 

ways. It was exploratory research and data was collected from 250 employees to achieve the research 

objective. Findings of the study revealed that Organisation Culture had impact on career progression. Multiple 

regressions had been used and results were significant at 5% level. 

5. Saba sattar,[25] examined a study to know the impact of Organisation Culture on Co-Worker support 

with the help of four variables. The objective of this study was to examine different aspect of Co-Worker 

behaviour with respect to Organisation Culture. A conceptual model has developed in which several variables 

have been taken i.e. Trust, Team, and Knowledge sharing and Training and with the help of these various and 

past literature the impact can be seen. The results showed the overall consistency of findings with support of 

model. Base on the previous studies knowledge sharing have positive attitude towards Organisation Culture. 

Coordination of Team also shows the positive attitude towards the Organisation Culture.  

6) Tews .J .M [3] examined the impact of co-worker support on turnover. Questionnaire method had 

been used to collect simple from 188 national restaurants. Co-worker support had been divided into two 

aspects instrumental support and emotional support and their impact on turnover. Results revealed that co-

worker emotional support had negative impact on turnover and co-worker instrumental support had a positive 

impact on turnover.  

7) Hummels .H and Roosendaal .H .E [26] investigated study on trust and disclosed the phenomenon  

that how to reduced the complexity and unpredictability of organisation through the existing literature they 

identified three types of trust _ _ process-based trust, institutional-based trust, characteristic-based trust  and 

further add fourth type of trust _ _ values-based trust. In this study they also distinguished four main 

communication functions which play crucial role in organisation which are registration archiving certification 

awareness. Types of trust and communication functions both were analysed with mapping or mapping has 

been done between two of them by using the different level of trust. Findings of the study suggested that 

development of the organisation and process of specific communication vital kind of virtual in particular. 

8) Hoogervorst. J. et al. [27] investigated study to find out the impact of culture, organisational structure 

and system and management practices on employee behaviour. And also emphasized on implicit 

communication in organisations, that how communication is crucial factor for organisation performance. This 

study were conducted by using survey method and four different sectors were selected i.e. industry, service, 
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non-profit and government. F test applied which distinguished that industry and service scored better than the 

other two. And they took 20 different dimensions and 190 possible relationships to identify these dimensions. 

So to find out relationship they used correlation technique. Results showed the stronger relationship in people 

orientation, enablement, consideration and development. These all dimensions were also strongly connected 

with behaviour and belief of management.   

9) Nelson et al. [28] conducted a study on SMEs to know the real challenges in hiring and retaining 

skilled employees. The objective of this study was to examine  

Job satisfaction with Organisation Communication and their consequent impact on ambiguity in workplace 

and job satisfaction in SMEs. Results revealed that quantity and quality of communication significantly affect 

organisational processes and job satisfaction and vice versa which resulted as lower productivity and turnover 

for SMEs 

10) Solomon George Anaeto [29] examined the study to know how Organisation culture was unique for 

each Organisation and role of communisation to making it strong. Study also explained the importance of 

objectives and goal to give right direction to the Organisation. He also studied the manager role as a 

cosmopolites in Organisation who frequent the have interaction with external environment. At the end he 

concluded by introducing new ideas to enrich the organisational culture for better belief and values which not 

be without effective communication. 

11) Myers. K. K and sadaghiani. K [30] examined a study on millennial‟s at workplace. In this study they 

took the range of stereotypes about millennial‟s were 1979 to 1994, they considered them as self- centred, less 

motivated, disrespectful and disloyal. They tried to investigate that, how communication with millennial‟s will 

affect organisations and their relationship with other organisation members. And also discussed millennial‟s 

communicated values, expectations and their potential effect on co-workers. At the end they concluded that 

millennial‟s had different characteristics which were very helpful to interaction at workplace than the modern 

generations as they have their own unique qualities and ideas. 

 

COMMUNICATION IN ORGANISATION (EXHIBIT 18.3) RICHARD L. DALT, MANAGEMENT, 

PP: 570 

From the figure, it is very clear that communisation in organisation done in various ways and according to 

previous investigations it has been proved that formal communication is more effective than informal 

communication. 

Communication is the way to convey objective and avoid various types of psychological conflicts. And it is 

also helpful to retain employee for long time. If the organisation has free flow communication with each 

department then it reduces the turnover rate. And they have strong power of relationship building. 
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OBJECTIVE OF STUDY 

The study aims to examine the difference between employees‟ Trust and Communication on the basis of their 

tenure in the organization. 

 

METHOD, DATA COLLECTION  

Survey method has been used to investigate the Co-worker Trust and communication in hospitality sector. 

Total 100 questionnaires were distributed, but total 75 questionnaires were found to be accurately perfect for 

the analysis. Two hotels of city Chandigarh were selected for the survey, such as Icon hotel located in sector 8 

and The Regent hotel located in 35 sectors. Both are 4* properties.  

 

FINDINGS 

Cronabach‟s alpha was used to find out the reliability of the present data. Reliability came out to be 0.651, 

which is greater than 0.05. Therefore data is found perfect to apply the further independent t- test for the 

analysis. (See table 1) 

Table 1 

 Reliability  

Cronbach's Alpha Cronbach's Alpha 

Based on 

Standardized Items 

N of Items 

.651 .640 23 

 

TENURE-WISE ANALYSIS OF EMPLOYEES 

Independent t-test was applied to test the significant differences among employees according to their tenure in 

the present organization. Results identified that significant differences has been found in only three statements 

i.e. „I have faith in my co- workers because I feel they would make sacrifices for me if I were in need‟ with p 

value (0.036), followed by‟ I am confident that I could share my work difficulties with my co-workers‟ 

(0.032) and „Informal communication is active and accurate‟ (0.013) at 5 % level. (See table 2) means 

alternative hypothesis were accepted for above three statements and hence rest all statements accepted null 

hypothesis except these statements.  

 

TABLE 2: T-TEST ON THE BASIS OF TENURE-WISE 

      Statements  

 

Mean Organizational 

tenure 

 

  Sig-2 

tailed 

value  

 

I can depend on my co-workers to meet their 

responsibilities 

 

3.5652 

 

3.5000 

 

   1- 2 years 

 

above 2 years 

 

 

 

.821 
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I can rely on my co-workers to do what is best at work 
3.6500 

 

 

3.6129 

 

1- 2 years 

 

above 2 years  

 

 

 

 

.887 

Given my co-workers track records, I see no reason to 

doubt their competence 

 

3.6957 

 

     

3.4412            

              

1- 2 years 

 

 

above 2 years 

 

 

 

.314 

My co-workers follow through with commitments they 

make 3.9565 

3.6875 

1- 2 years 

 

above 2 years 

 

 

.305 

I could be able feel safe about my co-workers because of 

their consistency 

3.8696 

 

3.6176 

1- 2 years 

 

above 2 years 

 

.315 

I'm confident in my co-workers because they approach 

work with professionalism 

3.8696 

 

3.5000 

1- 2 years 

 

above 2 years 

 

.153 

I feel secure with my co-workers because of their 

sincerity 

 

3.5652 

 

3.5152 

1- 2 years 

 

above 2 years 

 

.870 

I am sure I could openly communicate my feelings to 

my co-workers. 

 

3.6818 

 

3.7059 

 

1- 2 years 

 

above 2 years 

 

.935 

I am confident that my co-workers will always care 

about my personal needs at work. 

 

3.3478 

 

3.2941 

 

1- 2 years 

 

above 2 years 

 

.859 

I have faith in my co- workers because I feel they would 

make sacrifices for me if I were in need 4.0000 

3.4242 

1- 2 years 

 

above 2 years 

 

 

.036* 

If I shared my problems with my co-workers, I know 

they would respond with care. 
3.4545 

 

3.5588 

1- 2 years 

 

above 2 years 

 

.766 
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I am confident that I could share my work difficulties 

with my co-workers 3.9565 

3.3529 

1- 2 years 

 

above 2 years 

 

.032* 

My co-worker is frank. 3.6087 

 

3.8529 

1- 2 years 

 

above 2 years 

 

.373 

My co-worker is not partial in conflict. 
3.5652 

3.4412 

1- 2 years 

 

above 2 years 

 

.550 

I trust my co worker so much that I can make friends 

with her/him 3.6957 

3.5882 

1- 2 years 

 

above 2 years 

 

.669 

This Organisation‟s communication makes me identify 

with it or feel a vital part of it. 4.2174 

4.0294 

1- 2 years 

 

above 2 years 

 

.399 

Conflicts are handled appropriately through proper 

communication channels. 
3.9565 

4.0000 

1- 2 years 

above 2 years 

 

.849 

Communications with employees in other department is 

accurate and free- flowing. 2.0870 

2.1176 

1- 2 years 

 

above 2 years 

 

.884 

Communication practices are adaptable to emergencies. 
4.1739 

4.3529 

1- 2 years 

 

above 2 years 

 

.330 

Ours meetings are well organized. 
3.7826 

3.7941 

1- 2 years 

 

above 2 years 

 

.964 

Attitude towards communication in my organisation are 

basically healthy. 3.3913 

3.5882 

1- 2 years 

 

above 2 years 

 

.542 

Informal communication is active and accurate. 
1.8261 

2.4706 

1- 2 years 

 

above 2 years 

 

.013* 

The amount of communication in my organisation is 

about right. 

2.7391 

 

3.1176 

1- 2 years 

 

above 2 years 

 

.288 

*Significant difference at 5 % level. 

 

CONCLUSION 

According to the analysis it has been concluded that employees having tenure of 1- 2 years and above 2 years 

have significantly different viewpoints with following statements i.e „I have faith in my co- workers because I 
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feel they would make sacrifices for me if I were in need‟ with p value (0.036), followed by‟ I am confident 

that I could share my work difficulties with my co-workers‟ (0.032) and „Informal communication is active 

and accurate‟ (0.013). In these three statements the null hypothesis (H0) rejected than rest of all statements.  

As Tews et al. [3] also revealed in his studies that informal communication having negative impact on 

organisation. In his article they relate the informal communication with emotional support. So we use this 

result in the practice the turnover rate can be reduced which result the organisational commitment and loyalty 

toward their work.  

 

RECOMMENDATIONS AND LIMITATION OF THE STUDY 

As there is no possibility to cover all the aspect in one article  due to limited resources and time constrain we 

were not able to touch all variable which we have taken in the questionnaire we just compare one variable i.e. 

“organisational tenure” with rest of statements and on the basis of result (spss output) we tried to interpret it.  

Result may vary if we increase the sample size because very limited sample has taken to complete this study.  

Sample has been collected by using convenience sampling and only one city was targeted. This would be take 

care in next paper.  

As paper described various types of organisation culture but due to limited time only justification has been 

done with existing literature but in future the evidence can be given while applying suitable test.   
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