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[bookmark: _Toc529154045]ABSTRACT
Projects are visualized with the anticipation of achieving its objective of being on time. Delays on construction projects is one of the major concerns in the construction industry in Ghana. The untimely delivery of government projects in Ghana have become so common that the populace anticipates these delays even before the projects kick-start. The overarching aim of this research is to critically assess the significance of communication in the untimely delivery of the University of Ghana Medical Centre Project. The research also looked at factors that account for the timely delivery of projects. Communication involves understanding fully the behavioural patterns that exist between those sending the message across and those receiving the message. The mode of communicating also becomes crucial at the particular point in time in which the message is being sent as well as the pitch, tone and mannerisms associated with the message sent. The research also highlights the channels of communication in most organisations and on most projects. In selecting the channel of communication, one needs to completely understand the strengths and limitations related to each possible channel. A structured interview guide was used to conduct interviews among project professionals on the University of Ghana Medical Centre site, the results of the survey were compiled and analysed in order to propose remedies for the issue uncovered. The findings of the research demonstrate that communication is needed as a major tool to successfully communicate other areas on the project such as the vision of the project, cost, time, quality and scope. This presupposes that the other knowledge areas of project management depend on communication for successful completion of projects. From my findings, it is recommended that project managers adopt suitable communication channels to enhance the effectiveness of communication on the project. Project managers should also implement proper modes of communication within the project management office.



[bookmark: _Toc529154046]TABLE OF CONTENTS
DECLARATION	i
ABSTRACT	ii
TABLE OF CONTENTS	iii
LIST OF TABLES	vi
LIST OF FIGURES	vii
ACKNOWLEDGEMENTS	viii
DEDICATION	ix
CHAPTER ONE	1
GENERAL INTRODUCTION	1
1.1 BACKGROUND OF THE STUDY	1
1.2 PROBLEM STATEMENT	2
1.3 RESEARCH AIM and OBJECTIVES	3
1.4 RESEARCH QUESTIONS	3
1.5 JUSTIFICATION OF THE STUDY	4
1.6 SCOPE OF THE STUDY	5
1.7 BRIEF METHODOLOGY	5
1.8 SYNOPSIS OF THE CHAPTERS	6
CHAPTER TWO	7
REVIEW OF LITERATURE	7
2.1 INTRODUCTION	7
2.2 OVERVIEW OF COMMUNICATION	7
2.2.1 Model of Communication	8
2.2.2 Objectives of Communication	10
2.2.3 Features of Communication	11
2.2.4 Significance of Communication	12
2.3 CHANNELS OF COMMUNICATION	13
2.4 METHODS OF COMMUNICATION	15
2.4.1Video conferencing tools	17
2.4.2 Project planning documents	17
2.4.3 Meetings	17
2.4.4 The E-mail and Project Portal	18
2.5.7 Telephones and Smartphones	18
2.5 STRATEGIC MEASURES TO EFFECTIVE COMMUNICATION	18
2.6 COMMUNICATION PLAN (STAKEHOLDER MANAGEMENT)	19
2.7 CAUSES OF DELAY ON PROJECTS IN GHANA	20
2.8 FACTORS THAT ACCOUNT FOR TIMELY DELIVERY OF PROJECTS	22
2.9 WAYS TO MINIMIZE DELAYS ON PROJECTS	23
RESEARCH METHODOLOGY	25
3.1 INTRODUCTION	25
3.2 RESEARCH DESIGN	25
3.2.1 Research Approach	25
3.2.2 Research Method	27
3.3 POPULATION OF THE STUDY	28
3.4 DATA COLLECTION	28
3.5 SAMPLE SIZE	29
3.5 SAMPLING TECHNIQUES	29
3.6 DATA ANALYSIS	30
3.7 CONCLUSION	31
CHAPTER FOUR	32
DATA ANALYSIS AND PRESENTATION OF FINDINGS	32
4.0 INTRODUCTION	32
4.1 DESCRIPTION OF INTERVIEW GUIDE	32
4.2 DATA ANALYSIS	34
CHAPTER FIVE	39
CONCLUSION AND RECOMMENDATIONS	39
5.1 INTRODUCTION	39
5.2 SUMMARY OF FINDINGS	39
5.3 LIMITATIONS OF THE STUDY AND RECOMMENDATIONS FOR FURTHER STUDIES	41
5.4 CONCLUSION	41
5.5 RECOMMENDATIONS	42
REFERENCES	43
APPENDICE	48



[bookmark: _Toc529154047]LIST OF TABLES 
Table 4.1 Background of the respondents	33



[bookmark: _Toc529154048]LIST OF FIGURES 
Figure 2.0 Shannon-Weaver Model of Communication	9
Figure 2.1 Communication Channels	14
Figure 2.2 Stakeholder Register	20



[bookmark: _Toc529154049]ACKNOWLEDGEMENTS
Firstly, I am grateful to GOD ALMIGHTY for good health and wellbeing that were necessary to complete this research. I want to thank Him for His guidance and direction throughout the period.

I am also grateful to Professor Edward Badu, my supervisor for sharing his expertise and sincere valuable guidance.

I wish to express my sincere thanks to Dr. Ernest Kissi of the KNUST Department of Construction Technology and Management, College of Art and Built Environment for providing me with all the necessary facilities for the research.  

I am using this opportunity to thank everyone who supported me throughout the course of this MSc Programme, I am very grateful.

Finally, I am very grateful to the entire Eshun family for their immense support, Dr. Nana Fredua-Agyeman for his advisory, love and emotional support and also to all the participants who agreed to partake in this study.




[bookmark: _Toc529154050]DEDICATION
I dedicate this research document to my mother Miss Gifty Mensah and my late father Mr. M. A. Eshun, to all my siblings and loved ones. Especially to Dr. Fredua- Agyeman for his physical and emotional support.





[bookmark: _Toc529154051]CHAPTER ONE
[bookmark: _Toc529154052]GENERAL INTRODUCTION
[bookmark: _Toc529154053]1.1 BACKGROUND OF THE STUDY
Before a project can begin, it starts with communication, communication of what the project actually seeks to achieve and how the project can reach its goal. Communication is usually referred to as the life blood of any project. This presupposes that, nothing is more imperative to the accomplishment of a project than communication done right Rajkumar (2010). Communication is one of the most vital ingredients for success in living life. Due to its relevance, people have developed various mediums by which humans can communicate. Through communicating, people are able to express their ideal needs and wants, giving clear cut directions and details for their exact specifications. Even the deaf, dumb and blind have generated methods by which they can express their feelings to each other. The significance of effective communication cannot be measured in personal life and in the world of business. From an occupational viewpoint, effective communication is a total necessity, because it regularly accounts for the alteration between success and failure or profit and loss. Impartially good communication even on most projects can be problematic but making the effort and going the extra mile can help the project manager achieve it. Xu et al. (2010), contended that communication capabilities have a major part to play in any work place for job performance, job satisfaction and retention of employees on projects. The Project Management Institute (2013) also states clearly that effective communication serves as the bedrock for business. The body emphasizes that establishments which are operative in communications achieve better by 80% of them attaining their goals. They also deliver projects on time and within budget.
There are a lot of studies that deal with communication and managing projects; however, there is little research investigating the importance of communication in the delivery of timely projects. This research however aims at exploring the impact of communication in the timely delivery of the University of Ghana Medical Centre project.  It also throws more light on details like, the essence of communication on a project, the structures that aid in effective communication, the major setbacks in communication, how to produce results through communication sharing, the essence of communication in the diverse work groups.
[bookmark: _Toc529154054]1.2 PROBLEM STATEMENT
Most projects take more than financial resources to complete them on time. Good communication skills remain one of the most important skills recruiters look out for in any role all over the world. Good communication does not only involve speaking and listening but also being able to read your audience and understand the messages conveyed in order to get work done well. Countless snags that come up on projects, specifically construction projects are as a result of fallouts in communication. In the execution of construction projects, poor communication can lead to trouble areas such as an untimely delivery in the project’s timelines or even incompletion of the project. Some projects even “fail” because people basically do not clearly articulate the vision and the project’s success criteria. Therefore, using the appropriate channels and modes of communication in order to reduce the barrier of communication flow on projects is highly important.
The University of Ghana Medical Centre among other government health facilities are constructed to propagate the objectives and programmes of the facilities which are aimed at training of students to become healthcare practitioners, for research purposes and to provide proper health care to citizens of the country and neighbouring countries. The construction of the University of Ghana Medical Centre project was scheduled for completion in November 2016 but due to a number of setbacks, the first phase was completed in July 2017 however, the hospital began operations on a small scale in July 2018 with the acceptance of only referrals for a few specialities on outpatient basis, while the construction of the second phase has not even begun (University of Ghana Medical Centre, 2018).
(BRE, 2011) postulates that majority of the flaws in the construction industry are because of poor communication. It is within this context that this research seeks to assess the flow of communication and the channels used on the project and whether or not measures are in place to curb them. 
[bookmark: _Toc529154055]1.3 RESEARCH AIM and OBJECTIVES 
This research intends to critically assess communication in the timely delivery of the University of Ghana Medical Centre project.
The detailed objectives of this study are:
1. To identify the main channels of communication used on the University of Ghana Medical Centre project.;
2. To identify the factors that cause ineffective communication on the University of Ghana Medical Centre project; and
3. To identify the strategies to improve the effectiveness of communication. 
[bookmark: _Toc529154056]1.4 RESEARCH QUESTIONS
This research anticipates addressing the succeeding questions:
i. What were the main communication channels there were used in order to have the project delivered on time?
ii. What are the factors that account for timely delivery of construction projects?
iii. What were the major obstacles in communication delivery on the project?
[bookmark: _Toc529154057]1.5 JUSTIFICATION OF THE STUDY
Communication is the glue that holds a project team together. At the helm of affairs on any endeavour is communication. Talking and listening are not the only components of communication; one’s body language and tone of voice are also constituents of communicating. Without timely, direct and clear communication the smallest of groups working together will have setbacks in executing a project. On virtual teams, poor communication will make an existing perplexing condition nearly impossible to solve. The aim of Project Communications Management is to guarantee timely and important collection, storage, delivery and generation of project information (Projectperfect.com.au, 2018). Communication is so vital on projects because it is the essential part of a great project. An ideal project should have a communication management plan - a constitution that oversees projects communications and clear-cut channels of communication as well as appropriate methods by which each project team member will be communicated to. In addition, the entire scope of the project should be communicated to each stakeholder and team member so that they in turn can visualize the project from the sponsor’s perspective and work towards achieving a common goal.
This research is important because it will help prove theoretical and empirical evidence in the role communication must play in the timely delivery of projects and if it is the major contributing factor to the success or failure of projects in Ghana.  The study will also fill gaps in literature and serve as a source of modern data on the main channels of communication in projects that can lead to well-timed projects in Ghana.
[bookmark: _Toc529154058]1.6 SCOPE OF THE STUDY
This study is centred on the University of Ghana Medical Centre project. The research will delve deep into the significance of communication on the project and if it is the major contributing factor to the untimeliness of the project. The research also identifies the gaps in communication in the execution of the medical centre and makes recommendations to improve communication in the construction of the next phase of the project and other projects alike.
The University of Ghana Medical Centre in Accra was chosen for this research because it is a very recent construction project by the government of Ghana that has grasped the attention of many Ghanaians, since it had been commissioned by the government and was not completely ready for use. Like most government construction projects, the populace was curious to know if it would be abandoned due to the change in government around the expected time of completion. The project completion date had delayed, and Ghanaian citizens wanted to know why it had delayed. This study will bring to bear the major communication channels used on the project and the gaps in communication that caused the delay in completion.
[bookmark: _Toc529154059]1.7 BRIEF METHODOLOGY
The research methodology identifies the research approaches and designs that are employed in this research work. It details the research instrument for data collection, sampling technique and sample size for the study. Other important areas under the methodology are the sources of data, tools for data collection and analysis and issues on ethics. Three main research approaches have been identified in the literature review as quantitative, qualitative and mixed methods (Creswell, 2009; Boateng, 2016).
The study adopted a qualitative approach; Lincoln (1985) explains qualitative research as an enquiry that examines data sent through language and behaviour mostly in a natural setting. Two types of data can be solicited for good research work namely primary and secondary data. For this study, both primary and secondary data were sourced to analyze the phenomenon under study. The primary source of data was generated on the field by the researcher through the use of in-depth interviews aided by an interview guide. The secondary sources of data emerged from articles from notable journals such as Emerald Insight, Science Direct, Google Scholar and school documents.
[bookmark: _Toc529154060] 1.8 SYNOPSIS OF THE CHAPTERS
This study is divided into 5 chapters:
Chapter One: Introduction of the study explaining its aims, objectives, the conceptual framework on which the study was built, research questions and the significance of the research.
Chapter Two: Reviews on the literature where ideas were drawn from to help this research.
Chapter Three: Methods used in collecting data for the research; explaining the sampling technique and data instruments.
Chapter Four: Analyses data retrieved during the research; explaining the demographic profile as well as other variables.
Chapter Five: Suggested recommendations to findings in Chapter 4; limitations to the research and the conclusion to this study.




[bookmark: _Toc529154061]CHAPTER TWO
[bookmark: _Toc529154062]REVIEW OF LITERATURE
[bookmark: _Toc529154063]2.1 INTRODUCTION
In our day-to-day life, communication is a vital process and the entire world revolves around it Rajkumar (2010). Ultimately, no project can be executed successfully without communication among project team members and the various stakeholders. It is alleged that, 90% of a project manager’s work is used up communicating Schwalbe (2013). Therefore, it is really important for project managers to get the memo accurate in the beginning to avoid fiascos in the communication procedure. More often than not, team members of unsuccessful projects are of the view that the project would have been successful if communication was ideal. A pitfall in proper communication is often the greatest menace to the success of information on any project.
[bookmark: _Toc529154064]2.2 OVERVIEW OF COMMUNICATION
The word communication in Latin is “communis” which means common thus communicating with an individual or entity is sending a message across in the most common language appealing to both the sender and receiver. (Nordquist, 2018) defines Communication as the process of sending and receiving messages over verbal or nonverbal means, together with speech, or oral communication; writing and graphical depictions (such as info graphics, maps, and charts); and signs, signals, and actions. It is very necessary to understand the communication process due to the earlier definition. There are very basic components which cannot be overlooked in communicating, the sender/transmitter, the medium/transmission channel, the receiver and the code which is the transmitted message. The sender is the starting point of the communication cycle and has a reason to communicate.  The message communicated runs from the sender, it is then encoded through the transmission channel by a verbal or non-verbal technique to the receiver, who finally decodes the message and sends his/her feedback. To guarantee operative communication, all components of communication must function properly to prevent misunderstanding Zulch (2014). Simply put, communication is “the creation and exchange of meaning”.
In Project management, Communication is a process that must be adhered to by every project manager. The project communication process is required to ensure timely and appropriate generation, collection, dissemination, storage and ultimate disposition of project information PMBOK (2017). The reason for communication in project management may be a request for information, sending information, asking questions, giving an instruction, building teams or networking Burke (2007). Van Staden et al. (2002) assert that the success of communication largely depends on the sender’s ability to speak, write, reason and listen competently. Imbibed in the communication process is a basic model for communication that applies to project managers, entities and in fact individuals in general. 
[bookmark: _Toc529154065]2.2.1 Model of Communication
Models are systematic representations used to depict an idea. Models of communication give representation to the knowledge of communicating with representations in diagrams to give an in depth understanding to the process of communication. The most common model of communication is the Shannon-Weaver Model, many sources refer to it as the “mother of communication models” Hollnagel and Woods (2005). The difference between this model of communication and other models is that, it requires both the receiver and sender of the message to be capable of handling the message. For this study, the Shannon-Weaver Model of Communication was reviewed. The following characteristics are the unique features of this model:
i. There is a sender, he or she is the originator or source of the desired message to be sent.
ii. The transmitter that converts the message into signals is the encoder. The message sent is converted into signals which is compressed to transmit the message just as it was intended. A typical example is how voice on a telephone call is transformed into wave signals and conveyed through cables.
iii. The reverse of encode is to decode, the decoder is the reception place of the signals which in turn is converted into a message. Another thing to note is the decoder or receiver needs to convert the signals into a message which is easy and understandable for him or her.
iv. The receiver or the receptionist is the end point of the message from the dispatcher. Based on the decoded message the receiver gives their feedback to the sender.
v. Anything that affects the flow of information from the sender to the receiver is termed as noise. For example, network problems during a telephone call may be termed as noise.
[image: Image result for shannon weaver model of communication]
[bookmark: _Toc525034353][bookmark: _Hlk524772920][bookmark: _Toc529154107]Figure 2.0 Shannon-Weaver Model of Communication
Source: Davidson and Naffi (2017)
[bookmark: _Hlk524379429][bookmark: _Toc529154066]2.2.2 Objectives of Communication
The ideal aims of communication according to Narasimhan (2011) are to have/aid in:
i. Strong Decision making
Ones aptitude to communicate effectively upsurges productivity, both for him/herself and the firm in which you belong
ii. Increased productivity
Good communication skills help one to get ahead of difficulties, make good decisions, co-ordinate work flow, oversee the work of others, grow associations and endorse products and services.
iii. Firm work flows
Communication serves as a tool for effective work-related flow of information.
iv. Providing order
Order is a firm communication form and it is commanded to people who are habitually subordinate to someone in authority. Orders are written and oral, general and specific, procedural and operational, mandatory and discretionary. Orders should be clear and comprehensive, and execution of an order should be possible, and it should be given in a responsive way.
v. Suggestions
Suggestions are very mild and subtle form of communication. Suggestions are embraced but not compulsory to be accepted, it can be volunteered and unidentified and submitted through suggestion boxes.


vi. Education
Education is a very mindful process of communication, it encompasses both training and learning by which establishments provide to their personnel in the form of training. Education is done for administration, workforces and the general public.
vii. Warning
When workers in an organization do not obey the norms, warning is a control communication tool that helps keep employees in check. It can be an overall warning or a direct and specific warning. Specific warning should be done in private and after thorough investigation in order not to make any rush decisions. The purpose of the warning should be for the betterment of the firm and to help improve employees’ productivity.
viii. Raising morale and motivation
Morale stands for mental health and it is a sum of quite a few qualities like bravery, determination, self-confidence among others. High morale and effective performance go hand in hand. Motivation is a progression that accounts for an individual’s passion, direction, and persistence of effort to accomplishing a goal.
ix. Improve discipline
To conclude, discipline is the primary part of any professional communication. The many corrective codes are effectively communicated to workforces through disciplinary codes.
[bookmark: _Toc529154067]2.2.3 Features of Communication
Based on the definitions of communication, the essential features of any communication are outlined below by the (ManagementStudyHQ, 2018):
· Communication comprises a minimum of two individuals; the sender and the receiver.
· It also involves the transfer of ideas, facts, emotions, gestures, symbols and actions from sender to receiver.
· A very vital constituent to communication flow is understanding, it refers to the ideas, opinions, emotions and all that sent. Understanding should be accurately replicated in the receivers’ mind.
· The communication process can possibly be deliberate or unintended.
· Another purpose of communication is to prompt action, inform or to express a certain point of view.
· Communication is a two-way process, that is, a feedback from the receiver to the sender is an essential component of communication.
· Communication is a self-motivated course, that is, it grows and matures.
· Communication is orderly, that is, every constituent of the process is affected by every other component.
[bookmark: _Toc529154068]2.2.4 Significance of Communication
Planning, Organizing, Directing and Controlling are the basic functions of management, be it for a firm, a project or even our personal lives. All these functions cannot be successfully executed without effective communication. Thus, it can be said that communication is the backbone of any endeavour. (Pitts et al., 2012) highlight effective communication as a crucial element of team effectiveness, both in traditional and virtual teams. Effective Communication on projects creates a decent working relationship between team members because it would be very difficult to run a project in isolation. Good working relationships play a huge role in raising the self-confidence of team members which in turn increases productivity and, in some cases, the timely delivery of the project. White and Fortune in their empirical study on practices in project management recognized a list of important success factors for a project and “clear communication channels” came sixth on the list of 1360 factors. Number 1 which was “clear goals/objectives” is also sturdily dependent on clear and precise communication White and Fortune (2002), because it is through effective communication that employees submit their different feedback, ideas and requirements for the headway of the project at hand.
In a study that focuses on critical factors that contribute to the success of a project, Ofori (2013) posits that “effective communication” is amongst the four most significant factors, next to “top management support”, “clarity of purpose and goals” and “stakeholder participation”.
[bookmark: _Toc529154069]2.3 CHANNELS OF COMMUNICATION
The Project manager is the main interface between a project and the project organization thus; he/she must hold outstanding communication skills to co-operate properly with stakeholders Orridge (2009). From the start of a project to the very end of it, the project manager will need to establish the channels or mediums by which he/she will communicate with each of the projects stakeholders and project team members. Abudi (2010) argues that in addition to the task of communicating with several individuals and stakeholders, they all want to be communicated with in different ways.  The ways by which a Project manager communicates with the various individuals on the project are referred to as the communication channels. The channel, or medium, used to convey a message affects how precisely the message will be received. Studies show that effective supervisors tend to use more information-rich communication channels than less effective supervisors Allen and Griffeth (1997) Yates and Orlikowski (1992).
According to Lunenberg and Orstein (2008), these communication channels may be classified into three, mainly Upward Communication, Downward Communication and Horizontal or Lateral Communication. The Upward channel of communication has information flowing from the lower level of the organizational hierarchy (employees or staff) to the higher levels in the organization mainly supervisors, managers and directors. This channel gives employees the opportunity to provide feedback to supervisors on tasks they’ve been assigned which in turn gives management an indication on how business is going whether it be profitable or not. Downward Communication as the name suggests is when information moves from top level of management through to lower level employees. Horizontal Communication is the transmission of information between employees within the same level or position in an organization. These channels are necessary to establish in order for the project manager to create a directory that helps him/her relate properly to each stakeholder. These three communication channels are shown below in figure 2.1.
[image: C:\Users\Maesi\Downloads\project\Communication-Flow-Source-Lunenburg-Ornstein-2008.png]
[bookmark: _Toc525034354][bookmark: _Hlk524773007][bookmark: _Toc529154108]Figure 2.1 Communication Channels
Source: (Lunenberg and Orstein, 2009)
[bookmark: _Toc529154070]2.4 METHODS OF COMMUNICATION
The procedures for skilfully communicating with various individuals and groups in a project environment or in a workspace are referred to as the methods of communication. There are quite a number of methods by which one can communicate effectively; these methods vary based on the culture of the group of people communicating and the size and scale of the specific project. Culture refers to the shared set of values that a group of people hold. Forbes (2018) stated that every aspect of global communication is influenced by cultural differences. Even the choice of medium used to communicate may have cultural overtones. The typical way by which people communicate is by verbal or interactive communication but Rajkumar (2010) in his research paper on the Art of Communication in Project Management stated that only 7% of our communication is verbal- the content of our communication 38% being through the quality of voice or tone, volume, pitch and speed. The remaining 55% is accounts for posture, movements, gestures, facial expressions, breathing and skin-colour changes among others. 
In project related jobs, it is worth noting according to Jisc (2008) that as stakeholder groups become even more distributed the risk of dilution of clarity and interference with the message grows, and the danger of official information becomes overtaken by gossip, rumour and the informal “grapevine” increases.
The most common methods of communication according to Mehra (2009) as cited in Affare (2012):
i. Formally written documents such as Project documents, the Project charter, Project Reports
ii. Formally articulated communication these are in the form of speeches, presentations, training, announcements among others
iii. Informally written communiqué, such communication consists of memos, notes
iv. Informally spoken statements. They come in the form of face-to-face meetings, conversations, phone calls, virtual tools.
v. Nonverbal Communication. These are usually body language, posture, gestures and facial expressions
vi. Para-verbal Communication. This type of communication involves an individual’s tone, pitch, speed of voice and many other forms. 
 The most significant role of a project team is to ensure smooth communication among stakeholders (Stryker and Santoro 2012). Research has shown that, face-to-face communication is the efficient medium of communication for problem solving. Gathering people in an open-space does not mean face-to-face interactions will occur. It is significant to take into consideration how communication can occur in putting up an office space (Stryker and Santoro, 2012). The same author stipulated that, the occurrence of face-to-face communication is a function of the distance separating them. Also, openness and visibility in an office space can increase the probability of communication within the entire office space. Therefore, the spaces of an office should be well planned to enhance communication. 
Gorse et al. (1999), examined several architects and engineers and they were asked to indicate the communication channels they prefer, they all had the perception that, face-to-face communication is the most efficient. They also described face-to-face communication as a meta-communication. This can be described as the scenario where facial expressions denote whether the recipient has really understood what is being communicated. Studies have also shown that, face-to-face communication is the key to solving complicated problems. However, there are a number of challenges associated with face to face communication. This may include misinterpreted body language, less time to think about the message, interruptions and it could be expensive (Wampler, 2006). 
[bookmark: _Toc523181157][bookmark: _Toc529154071]2.4.1Video conferencing tools
This tool is very efficient for team members who are situated at other locations. Face-to-face communication is not possible if the team members are located at different locations. The video conferencing tool permits audio and visual communications. Additionally, the authors Gorse et al. (1999) stated that videoconference tool bridges gaps and aids in long distance project management. 
[bookmark: _Toc523181158][bookmark: _Toc529154072]2.4.2 Project planning documents
Project planning documents are very crucial in the execution of a project as it shows the details of a project on paper. Literature has shown that project teams normally underuse planning documents. A very typical example is an organizational relation chart. Project team members are also required to comprehend all the information stipulated in the planning document so as to enhance coordination. Organizational charts give details on how managers communicate but in practice, they do not depict the actual path adopted for communicating. 
[bookmark: _Toc523181159][bookmark: _Toc529154073]2.4.3 Meetings
Meetings is a tool used to issue instructions and communicate with small groups of people like managers. This information is subsequently issued to their subordinates. This form of information distribution from top to bottom is efficient and helpful for projects due to the fact that construction project personnel are mostly scattered (Dainty et al., 2006).  Hawkins (1997) stipulated that, the best number for meetings when trying to come up with an idea is 5-7 but not exceeding 10. 
[bookmark: _Toc523181160][bookmark: _Toc529154074]2.4.4 The E-mail and Project Portal
These are internet-based tools which have been quickly assimilated in the construction industry due to its high speed of distributing information and effectiveness (Dainty et al., 2006). This form of communication aids in the quick dissemination of information. Effective sharing of information aids in achieving high project success. Despite the innovation in information sharing, it is difficult to use it as a means to solve a problem. Engineers generally prefer face-to-face instructions.
[bookmark: _Toc523181161][bookmark: _Toc529154075]2.5.7 Telephones and Smartphones
[bookmark: _Toc523181153]Mobile phones are regarded as one of the best things that ever happened to man. It has substantially changed the way people communicate. It aids in communicating while on the move (Dainty et al., 2006). The only pre-requisite are internet charges for communicating. 
[bookmark: _Toc529154076]2.5 STRATEGIC MEASURES TO EFFECTIVE COMMUNICATION
According to (Gudykunst et al., 1996) communication within the construction industry is regarded effective when the following themes are achieved: understanding, compatibility, displaying positive behaviour, levelness of the message, constructive results, constructive unspoken communication and presuppositions and adaption of the message. 
i. Understanding is where one party appreciates the other or both parties understand each other in the communication process;
ii. Compatibility includes commonality, honesty to communicate and a constructive atmosphere;
iii. Presenting positive behaviour includes displaying positive attitudes and positive listening;
iv. Levelness of the message includes the flow of communiqué and receptiveness;
v. Constructive results include attaining or achieving necessary results; over communication. 
vi. Constructive unspoken communication and presuppositions encompasses eye contact, positive body posture and encouraging facial expression; and
vii. Acclimatising communication involves adjusting communications to suit the needs of individuals with whom messages are being sent to. 
[bookmark: _Toc529154077]2.6 COMMUNICATION PLAN (STAKEHOLDER MANAGEMENT)
Stakeholders of a project are usually referred to as the people who may affect or be affected by decisions made on a project or on its outcomes. A project is termed as successful when it meets or exceeds the expectations of stakeholders PMI (2013). The project manager and his team are the main people responsible for managing and communicating with stakeholders of a project.
Detailed Stakeholder Management is very essential to the success of every project. The Project team spearheaded by the project manager oversee identifying, classifying, prioritizing and assessing stakeholder abilities in order to create a good stakeholder management plan.  A stakeholder management plan states clearly in written form the methods that increase sustenance and decrease negative influences on stakeholders throughout the project life cycle. The plan also identifies the main stakeholders in addition to the level of influence and power they may have on the project Forman and Dicenza (2012). Imbibed also in a stakeholder management plan is a tailor-made communication plan that states clearly how each stakeholder will be communicated with throughout the project life. Forman and Discenza (2012) further discuss in their article on stakeholder management that keeping the various stakeholders updated as the project progresses is very important to the success of the project. They also argue that the right method of communication can stimulate the interests of stakeholders and boost their active participation and support of the project. Below in figure 2.2 is an example of a stakeholder management plan also known as the stakeholder register in Microsoft Excel.
[image: C:\Users\Maesi\Downloads\project\stakeholder reg.jpg]
[bookmark: _Toc525034355][bookmark: _Hlk524773071][bookmark: _Toc529154109]Figure 2.2 Stakeholder Register
Source: Exhibit 3 Brighthub (2011)

[bookmark: _Toc529154078]2.7 CAUSES OF DELAY ON PROJECTS IN GHANA
In a journal by Fugar and Agyakwah-Baah (2010) on the delays in building construction projects in Ghana, they identified 32 factors that bring about delays in construction projects in Ghana and grouped them into Financial, Material, Scheduling and Control, Contractual Relationships, Changes, Manpower, Equipment, Environment, and Government. For the purpose of this study, 6 of these groups will be discussed. 
1. Financial Delays
Financial complications have been identified as one of the major factors causing delay in construction projects in Malaysia (Alaghbari et al. 2007, Assaf et al. 1995). Such delays are primarily because sponsors or owners of most projects are unable to honour payments on time. The long and bureaucratic processes of some organisations play a part in these delays.
2. Material Delays
Unavailability of materials on site and on the market have a role to play in delays on construction projects. Numerous projects have had to resort to procuring items from overseas due to such shortages. Also, suppliers are a bit hesitant to supply certain materials to contractors because based on experience, they only get paid when the contractors themselves get paid.

3. Scheduling and Control
Clients tend to underestimate the time frame allocated to certain project activities to be done on a construction site. They are quick to assume the schedule which isn’t always the case, this affects the timely delivery of those activities which in turn affects the entire delivery date of the project.

4. Contractual Relationships
Contractors and sub-contractors of many projects settle that instructions on the project are often delayed especially regarding its urgency. There is another perception that poor professional management on the part of clients affects the timeliness of a project.

5. Changes
Poor design features on building projects delay developments. Also, on the part of contractors, clients come up with loads of last-minute variations which tend to affect the flow and initial schedules assigned project activities.
6. Environment
The environment in which a project is being undertaken has a major role to play in the timeliness of a project, bad weather conditions in certain areas may affect the pace and flow of work on a construction project. For example, an area that experiences heavy rainfall all year through does not allow for a smooth delivery of the project.
[bookmark: _Toc529154079]2.8 FACTORS THAT ACCOUNT FOR TIMELY DELIVERY OF PROJECTS
Broadly speaking, there are numerous factors that influence the success of projects and project activities, but for the purpose of this study, Pinto and Slevin (1987) paper on Critical Factors in Successful Project Implementation will be reviewed. Their paper makes mention of ten major factors that influence the success or timely delivery of projects and these are Project Mission, Top Management Support, Project Schedule/Plan, Client Consultation, Communication, Monitoring and Feedback and Trouble Shooting. At the centre of these factors is a talented and focused project manager who is able to effectively utilize his/her skills such as careful planning, attention to detail and great communication skills in order ensure success in the project. For the purpose of the study, three main factors will be reviewed. Top Management Support on a project involves aspects such as allocation of financial resources, time and labour among other. They also help convey the overall clearly defined goals and agenda of the project to the implementers who form the project management team and all concerned parties.
Project Schedule/Plan deals with developing a detailed plan of activities at every given stage of the project. In the schedule, project milestone, activities and deliverables with intended start and finish dates are listed in order to appropriately plan for each project activity PMBOK (2017). Further, Pinto and Slevin (1987) discuss in their book Critical Factors in Successful Project Implementation that the Project Schedule includes a satisfactory measurement system that helps to judge actual performance with budget and time allowances. Having a detailed project plan/schedule helps to reduce over allocating and under allocating project team members and artisans that work on the project. An effective schedule plan helps the project manager make correct estimates on time allocated to each project team member instead of guessing and assuming activity timelines. The project manager is able to easily anticipate delays on a project because the schedule gives you real time resource consumption and helps track projects.
Pinto and Slevin (1987) reemphasize communication as a critical factor for successful delivery of projects as they stress on the need for adequate channels of communication in order to create a favourable atmosphere for successful project implementation. When working under a specific calendar or schedule, it is important to keep an open communiqué with team members and keep them well informed in order to avoid conflict. Inadequate communication and lack of understanding is one of the major causes of conflict PMBOK (2017) therefore reaching an agreement on the proper communication channels, modes and methods of communication can help curb communication conflicts on most projects.
[bookmark: _Toc529154080]2.9 WAYS TO MINIMIZE DELAYS ON PROJECTS
We live in an information age where technology has made it easier to overcome the limitations imposed on time and space in communicating. Nowadays, communication has greater speed, varieties of message and larger capacities Al-Fedaghi (2012). According to Asnaashari et al. (2009) delays in communication on projects can be curtailed through the following means:
i. Feedback on lessons learnt
Project professionals at interim points of a project or at the end of every phase on a project should cultivate the habit of capturing all lessons learnt in their execution of the project. They could be in the form of sit-down meetings on the project site or through emails or surveys sent to everyone who has a stake in the project to ferret out problems that may have occurred or still occurring on the project. Most of the time, on project sites, some call it “post-mortems” others call it “project retrospectives”. No matter the name used to identify it, it is a great way to iron out communication issues on the project in order not to repeat them but rather improve them.
ii. Knowledge Management
Poor or the lack of knowledge management in managing projects comes back to bite the construction industry in Ghana. Knowledge management is an integrated approach that helps organisations achieve the set standards they have for operation within the organisation (Jorgensen 2007). He goes on to say that people within a confined place or people with shared goals and interests, be it on a project or in a functional organisation. This helps build a community among team members to connect to each other and connect to information which in turn helps create a modest advantage among them.
iii. Project learning
The best way to meet requirements of the project sponsor or owner and market is by applying project learning in line with the project programme by maintaining the free-lancer’s core ability. Project delays may result from inadequate learnings and knowledge on the project Asnaashari et al. (2009) however these delays can be improved through proper communication and project learning approaches and good knowledge management.


CHAPTER THREE
[bookmark: _Toc529154081]RESEARCH METHODOLOGY
[bookmark: _Toc529154082]3.1 INTRODUCTION
This chapter throws more light on how the research was conducted and the major steps taken to meet the purpose and objectives of the study. The research undertaken can be described as a basic, objective study directed toward a specific problem; the importance of communication on the failure to complete Phase One of the University of Ghana Medical Centre Project on time. The study is intended to draw conclusions and prescribe solutions from the performance of the population. 
[bookmark: _Toc529154083]3.2 RESEARCH DESIGN
A cross sectional survey was employed in this study as well as semi-structured interviews. According to Babbie (2004), a cross sectional study is a study based on observations representing a single point of time. Project professionals of different sex, age and tenure were studied at a single point in time on how they communicated on the site of the project in order to get a clear picture on their mode and channels of communication. To totally achieve the aim and objectives of the study, semi-structured interviews were also scheduled to gather information from project professionals and project team members on the UGMC project.
[bookmark: _Toc529154084]3.2.1 Research Approach
Researchers make distinctions between qualitative, quantitative and mixed approaches to research. According to Creswell (2009) the decision to choose a specific methodology is on the basis of the research method’s suitability to answer the research questions. The main aim of this study was to assess the importance of communication in the untimely delivery of the University of Ghana Medical Centre project which is in the Greater Accra Region in Ghana. With this in mind, the researcher employed a qualitative research method. Lincoln (1985) asserts that qualitative research as a form of query that scrutinises information sent over language and behaviour mostly in a natural setting. He stresses the relationship between the investigator and the topic studied. This is in agreement with Boateng (2016) who suggests that qualitative research tends to explore the meanings, attitudes, values and beliefs people associate with a phenomenon in order to establish a better understanding rather than to test to either support or disprove a relationship. 
He continues to emphasize explanations on qualitative research and de-emphasizes generalization to the population allowing flexibility in the research process. On the other hand, quantitative research is based on the measurement and the analysis of causal relationships between variables and seeks to determine the extent of a problem or the existence of a relationship between aspects of a phenomenon by quantifying the variation Boateng (2016). 
Robson (2011) provides a clear distinction between qualitative and quantitative research by arguing that qualitative research refers to the meanings, concepts, definitions, characteristics, metaphors, symbols and descriptions of things, while quantitative research refers to the measures and counts of things. Qualitative and quantitative research approaches differ basically in some major areas, including: their analytical objectives; types of questions posed; types of data collection methods used; types of data produced; degree of flexibility in study design Patton (1990). 
Green (2000) proffers that qualitative research is naturalistic/interpretative approaches concerned with understanding the meaning people give to a phenomenon within a social setting. They outlined a number of key elements which distinguish the qualitative approach, among these are: it is an approach which provides a deeper understanding of the social world; it is based on a small scale sample; it uses interactive data collection methods, i.e. interviews; it allows new issues and concepts to be explored of objective measurements and the statistical, mathematical and or numeric analysis of data collectively through questionnaires, surveys, polls or by manipulating pre-existing data Babbie (2010). Quantitative research design uses variables that are measured typically on instruments, such that numbered data analyses statistical procedures. 
[bookmark: _Toc529154085]3.2.2 Research Method
Research method indicates how the data was collected. In social research, there are three (3) basic research methods. These are quantitative, qualitative and the mixed method. The type of research method adopted depends on the type of data utilized for the study (Williams, 2007). There are basically, two (2) types of data. These are the numerical data and textual data. The quantitative research method utilizes numerical data while the qualitative research method utilizes the textual data. The mixed method combines the strengths of both the quantitative and qualitative research method. Therefore, the qualitative research method was the most suitable for this study. The quantitative research method collects information to describe a concept involving a larger number of participants (Fellows and Liu, 2008). This data is normally used to study relationships between facts and how they align to theories and findings of past researches. Also, the quantitative research method aids researchers to translate data to numbers and analyse using mathematical tools. However, since the qualitative research uses textural data, it was deemed more suitable of the study as the study adopted textural data. 


[bookmark: _Toc529154086]3.3 POPULATION OF THE STUDY
Population is defined as the people about whom a researcher draws conclusions of a study from (Wilson, 2008). In other words, a population is the total of all the individuals who have certain characteristics and are of interest to a researcher. In the same vein, Creswell (2009) concludes that a lot of research questions deal with matters that are relevant to important groups or population. He concedes that often; the population sizes are large and practically impossible to study the whole population group for any research work; thus, the need for the selection of sample sizes. According to Morgan and O’Leary (2004), population is used to refer to the entire group of individuals to whom the findings of a study apply. It is whatever group the investigator wishes to make inferences about. The population for this study comprised of all Eighty-nine (89) project professionals (quantity surveyors, civil engineers, architects, structural engineers and project managers), project team members and artisans on Phase One of the University of Ghana Medical Centre project. 
[bookmark: _Toc529154087]3.4 DATA COLLECTION
The researcher explained the purpose and significance of the study to the respondents before the interviews took place. Creswell (2009) proffers that respecting the site where the research takes place and gaining permission before entering a site is very paramount in research. Each item on the interview guide was also explained to the respondents. This was to ensure that correct responses were collected from the respondents. This is one of the most important ethical issues to adhere to when conducting a survey. Also, respondents were assured that all information obtained would be kept confidential and used for academic purposes only.

[bookmark: _Toc529154088]3.5 SAMPLE SIZE
According to Israel (1992) as cited in Affare (2012) there are several approaches used in determining the sample size. A total number of nine (9) project professionals were sampled on the University of Ghana Medical Centre site; these project professionals included quantity (2) surveyors, (3) engineers, (2) architects and (2) project team members. The selection was made on the basis of their accessibility and ability to provide the needed information the researcher was looking for. 
[bookmark: _Toc529154089]3.5 SAMPLING TECHNIQUES
Morgan and O’Leary (2004) outline sampling as the procedure of selecting from a large populace, a group about which a widespread statement is made, so that designated parts embody the entire group. Sampling per se is not a technique for attaining data, but it ensures that any technique used will help in getting evidence from a smaller group, which could truly represent the whole group. Mudie (2003) classifies two broad sampling methods as probability and non-probability sampling methods. 
The instrument employed to collect data was a semi- structured interview schedule. An interview guide was designed to elicit responses from the respondents. According to Marshall and Rossman (2006), an interview is a basic way in which data is gathered in a qualitative research. Marshall and Rossman (2006) also postulated that an interview is used to gather data on subjects’ opinions, beliefs, and feelings about the situation in their own words. Creswell (2009) defined an interview survey as a form in which the researcher records answers supplied by the participant in the study.  The responses were tape recorded and transcribed for easy analysis.
A probability sample method involves the selection of sampling elements such that all elements have equal opportunity for selection and include simple random, cluster and stratified sampling (Wilson, 2008). However, a non-probability sampling method selects population elements or sample sizes based on their availability or judgment of the researcher and include convenience, purposive and quota sampling (Wilson, 2008). Examples of qualitative sampling techniques have been identified by scholars as convenience, purposive, purposeful random, stratified, theory-based, snowball and deviant sampling (Zikmund, 2003; Neuman, 2011)
[bookmark: _Hlk524643668]Purposive sampling technique was employed in selecting the participants (project professionals, project team and artisans) for the study. This is because the researcher perceived that the participants have all the information that the researcher is interested in (Patton, 1990). Creswell (2009) stated that, in purposive sampling, researchers intentionally select individuals and sites to learn or understand a phenomenon. Cockburn (2000) also assert that purposive sampling enables researchers to handpick the cases to be included in the sample on the basis of their judgment and typicality. In this way, the researcher builds up a sample that is satisfactory to specific needs.
Validity of the research is very important in the consideration of developing and evaluating measuring instruments (Marshall and Rossman, 2006). It determines if an instrument measures what it is intended to measure.  Therefore, to ensure the validity of the interview guides, draft copies of the guide were given to the researcher’s supervisor for review. This was then piloted on two project professionals on a housing construction site in Cantonments, Accra to solicit understanding and clarification of the questions in the interview guide. From the responses in the pilot study, it was clear from the respondent’s answers that the questions were well understood. 
[bookmark: _Toc529154090]3.6 DATA ANALYSIS
The interviews were recorded and transcribed to make analysis easier for analysis. Thematic analysis which according to (Struwig and Stead 2007) compares words used in the responses of the respondents was adopted in this study. This type of analysis was carried out to look for themes and similar ideas or responses to the questions posed to the respondents.
Thematic analysis involves identifying, analyzing and reporting patterns (themes) within data. It slightly arranges and defines your information set in (rich) detail.  Nevertheless, often it goes further than this, and construes many facets of the research topic (Braun and Clarke, 2006). This exercise is stated as coding according to Cockburn (2000) which permits the researcher to gather large volumes of text and to determine patterns that would be difficult to detect by just listening to a tape or reading a transcript.
[bookmark: _Toc529154091]3.7 CONCLUSION
[bookmark: _Hlk524875704]The objective of this chapter was to emphasize the methods employed and detail the research approaches adopted for the study. Specifically, this chapter discussed the stance of the researcher, the research designs, sampling procedures, data collection instruments and methods, data analysis and the ethical position of the researcher.



[bookmark: _Toc529154092]CHAPTER FOUR
[bookmark: _Toc529154093][bookmark: _Hlk524637856]DATA ANALYSIS AND PRESENTATION OF FINDINGS
[bookmark: _Toc529154094]4.0 INTRODUCTION
This research is sited within the setting of project management communication. Previous chapters outline the background of the study, literature review and methodology adopted for the study. This chapter presents the data analysis and findings and as well provides a detailed discussion of the findings in relation to what literature submits.  The chapter synopsis includes section one which presents a brief description of the interview guide, section two which highlights the demographic characteristics of respondents and section three which involves the analyses of responses in line with the research questions set for the study. The last section focuses on discussion of findings.
[bookmark: _Toc529154095]4.1 DESCRIPTION OF INTERVIEW GUIDE
A structured interview guide (appendix I) was employed as a data collection instrument for this qualitative study. As with as any research, the researcher put a confidential clause in the interview guide to assure respondents of ultimate protection of the information provided. The guide was divided into two sections. The first section sought to collate demographic information on the respondents. This section was structured, and the respondents ticked after the structured interview of the second section. The second section was made up of questions that produced responses on the value project professionals placed communication on the UGMC project.
Questions on the main channels of communication used on the project as well as factors that influence timeliness of the delivery of projects were given to respondents to answer. 

[bookmark: _Toc525034352][bookmark: _Hlk524772693][bookmark: _Toc529154106]Table 4.1 Background of the respondents
	DESCRIPTION
	FREQUENCY

	Years of experience

	Below 5 years 
	1

	6-10 years 
	4

	11-15 years 
	3

	16-20 years 
	1

	Above 20 years
	0

	Level of education

	HND
	0

	BSc
	3

	Post graduate
	6

	Number of projects handled

	Below 5 projects 
	2

	6-10 projects
	3

	 11-15 projects
	3

	 16-20 projects
	1

	 Above 20 projects
	0



Source: Field Survey (2018).
The interview guide was employed on the site of the UGMC which is located on the University of Ghana campus, Legon in the Ayawaso West Constituency.
The interview was conducted on nine (9) project professionals on the University of Ghana campus, Legon in the Ayawaso West Constituency. The professionals included two (2) quantity surveyors, three (3) engineers, two (2) architects and two (2) other project team members. The background of the respondents is shown in table 4.1. 
[bookmark: _Toc529154096]4.2 DATA ANALYSIS
OBJECTIVE ONE: COMMUNICATION CHANNELS USED OFTEN
Question one
The respondents were asked to indicate the communication channels that are frequently used in the University of Ghana Medical Centre project. Prior to the answering of question, the respondents were asked to indicate the communication channels they know off in the organization. The predominant answers they gave were the use of telephones, meetings and face-to-face communication. This gave an indication of the form of communication they mostly used. However, when they were quizzed on the channel that is used most, they indicated face-to-face communication. Some of the respondents were doubt when choosing between face-to-face communication and the use of telephones. Meetings was also regarded as a communication channel that was used from time to time.  
According to (Stryker and Santoro 2012), the most significant role of a project manager is to ensure that, there is smooth communication among stakeholders. They indicated that, face to face communication is the most efficient communication mode for problem solving. There are several researches who have indicated that, face to face is the communication mode that most stakeholders in the construction industry prefer (see Gorse et al., 1999). However, there are some setbacks in the use of face-to-face communication. This includes misinterpreted body language, less time to think about the message and interruptions. On the other hand, the use of mobile phones was regarded as a very convenient communication channel. The emergence of telephones has substantially changed the way people communicate. Dainty et al. (2006), indicated that, telephones aid in communication while on the move. The only setback in this form of communication is network issues which occur once in a while. Also, the use of telephone can be expensive.     
Meeting is a tool used to issue instructions and communicate with small groups of people like managers. This information is subsequently issued to their subordinates. This form of information distribution from top to bottom is efficient and helpful for projects due to the fact that construction project personnel are mostly scattered (Dainty et al., 2006).  Hawkins (1997) stipulated that, the best number for meetings when trying to come up with an idea is 5-7 but not exceeding 10. 
OBJECTIVE TWO: EFFECTS AND CAUSES OF INEFFECTIVE COMMUNICATION
Question two
The second question demanded that, the participants give their opinion on the effect of ineffective communication on the timely delivery of projects.  All the participants were quick to support the fact that, ineffective communication affects the timely delivery of projects. However, the real test was to give the reason why they think so. Most of the responses indicated that, the type of communication channel used can be time consuming. Others talked about interruptions and prolonged communication as a result of friendly chat especially in face-to-face communication. 
According to Jessop (2001), difficulties associated with the communication modes can affects the progress of work and cause unnecessary delays. Thus, the type of communication mode adopted has a toll on project duration. Hartman and Ashrafi (2002), acknowledged the significant impact of communication modes on project schedule. In his findings, he stipulated that, project managers must use appropriate methods to communicate effectively with project stakeholders. Identifying and communicating project goals to team members and other stakeholders at the early stages of a project is very critical because failure to do this can lead to identifying some of the project requirements at the later stage which will cause alterations to the plan of the construction procedure consequently leading to time overruns (Anantatmula 2010).
Question three
[bookmark: _Hlk524116292]With the establishment of the idea that, ineffective communication can cause untimely delivery of projects, the participants were asked to indicate the barrier to effective communication in the University of Ghana Medical Centre project. Their responses included interruptions, unsuitable communication mode, poor written media, misunderstanding and misinterpretation and lack of motivation to communicate effectively. However, most of the respondents indicated that, misinterpretation and misunderstanding are very common barriers to effective communication in the University of Ghana Medical Centre project. 
From literature, the barriers to communication can be grouped as process barriers, physical barriers, semantic barrier and psychological barrier (Eisenberg et al, 2010).  Misinterpretation and misunderstanding are a barrier that can be categorized under semantics. The words we choose, how we use them, and the meaning we attach to them cause many communication barriers. The problem is semantic, or the meaning of the words we use. The same word may mean different things to different people. Technology also plays a part in semantic barriers to communication. Interruptions and unsuitable communication modes are categorized under process barrier. Every step in the communication process is very significant for effective and good communication. Process barrier may include the sender’s fear to communicate a good idea due to fear of criticisms. Furthermore, differences in language can be classified under the process barrier. Other forms of process barrier may include the use of an inappropriate communication medium. For instance, expression of feelings is best done face-to-face rather than through letter writing. Communication is a complex, give-and-take process, therefore, any breakdown in the cycle can block the transfer of understanding.
Also, any number of physical distractions can interfere with the effectiveness of communication, including a telephone call, drop-in visitors, distance between people, walls and static on the radio. People often take physical barriers for granted, but sometimes they can be removed. For example, an inconveniently positioned wall can be removed, interruptions such as telephone calls and drop-in visitors can be removed by issuing instructions to a secretary. An appropriate choice of media can overcome distance barriers between people. 
OBJECTIVE THREE: STRATEGIES TO IMPROVE COMMUNICATION
Question four
The last question demanded that, the participants propose strategies to improve communication in the organization. Their responses included the selection of appropriate channels, avoiding the use of jargons and giving of proper feedback. Communication within an organization can be effective if the following are observed: Understanding, compatibility, displaying positive behaviour, smoothness of communication, positive outcomes, positive non-verbal communication and adaption of the message. These measures are further discussed below:
i. Understanding is where one party understands the other or both parties appreciate each other in the communication;
ii. Compatibility includes commonality, honesty to communicate and a constructive atmosphere;
iii. Presenting positive behaviour includes displaying positive attitudes and positive listening;
iv. Smoothness involves the flow of communication and responsiveness;
v. Positive results include attaining, accomplishing or gaining desirable results; through communication. Positive non-verbal involves eye contact, positive body language and positive facial expression; and
vi. Adapting message includes adjusting messages to the person with whom respondents are communication. 




[bookmark: _Toc529154097]CHAPTER FIVE
[bookmark: _Toc529154098]CONCLUSION AND RECOMMENDATIONS
[bookmark: _Toc529154099]5.1 INTRODUCTION
This study began with the aim of critically assessing communication in the timely delivery of the University of Ghana Medical Centre project. With this aim, three (3) objectives were set which were to identify the main channels of communication used in the University of Ghana Medical Centre project, to identify the factors that causes ineffective communication in the University of Ghana Medical Centre project and to identify the strategies to improve the effectiveness of communication. The study adopted a qualitative method of data collection therefore, a semi-structured interview was designed to collect data from the respondents. The respondents comprised of a total of nine (9) project professionals who were sampled on the University of Ghana Medical Centre site; these project professionals included quantity (2) surveyors, (3) engineers, (2) architects and (2) project team members.  The interviews conducted were analyzed using thematic analysis. This chapter discusses the summary of findings, concludes and makes recommendations based on the findings of the study. 
[bookmark: _Toc529154100]5.2 SUMMARY OF FINDINGS
The interview was designed based on the objectives of the study. The respondents were asked to about the main channels of communication used on the University of Ghana Medical Centre project. Also, they were asked if ineffective communication affected the timely delivery of project activities on the University of Ghana Medical Centre project. Furthermore, they were asked to touch on the barriers to effective communication on the University of Ghana Medical Centre project and finally propose strategies to improve the effectiveness of communication on the University of Ghana Medical Centre project. The findings are discussed as follows; 
From objective One, the predominant answers they gave were the use of telephones, meetings and face-to-face communication. This gave an indication of the form of communication they mostly used. However, when they were quizzed on the channel that was mostly used, they indicated face-to-face communication. Some of the respondents were in doubt when they had to choose between face-to-face communication and the use of telephones. Meetings were also regarded as a communication channel that was used from time to time.  
Regarding the second objective, all the participants were quick to support the fact that, ineffective communication affects the timely delivery of projects. However, the real test was to give the reason why they think so. Most of the responses indicated that, the type of communication channel used can be time consuming. Others talked about interruptions and prolonged communication as a result of friendly chats especially in face-to-face communication. 
After establishing that ineffective communication can lead to the untimely delivery of projects, the participants were asked to indicate the barrier to effective communication in the University of Ghana Medical Centre project. Their responses included interruptions, unsuitable communication modes, poor written media, misunderstanding and misinterpretation and lack of motivation to communicate effectively. However, most of the respondents indicated that, misinterpretation and misunderstanding was a very common barrier to effective communication on the University of Ghana Medical Centre project. 
With the third objective, the respondents indicated that, the selection of appropriate channels, avoiding the use of jargons and giving of proper feedback are significant strategies that can improve on the effectiveness of communication. Communication within an organization can be effective if the following are observed: Understanding, compatibility, displaying positive behaviour, smoothness of communication, positive outcomes, positive non-verbal communication and adaption of the message. 
[bookmark: _Toc529154101]5.3 LIMITATIONS OF THE STUDY AND RECOMMENDATIONS FOR FURTHER STUDIES
This section discusses the various limitations to the study. The limitations give rise to avenues for further studies. These are subsequently discussed below; 
1. This study was limited to the University of Ghana Medical Centre project. Therefore, further studies can expand the scope of the study to involve other respondents. 
2. The usage of the qualitative technique limited the number of variables that could be studied. Further studies can employ the mixed approach to expand the number of variables to be explored. 
3. Further studies can also measure the impact of effective communication on schedule performance on the University of Ghana Medical Centre project
[bookmark: _Toc529154102]5.4 CONCLUSION
This study demonstrated the importance of communication to any organization especially on the University of Ghana Medical Centre project. The study also demonstrated that, communication can certainly influence the delivery of construction projects. However, effective communication is affected by the type of channel used for the communication. The success of communication mainly depends on the sender’s ability to speak, write, reason and listen competently. Imbibed in the communication process is a basic model for communication that applies to project managers, entities and in fact individuals in general. It is very imperative to expedite the communication process so as to enhance project delivery in the construction industry. 
[bookmark: _Toc529154103]5.5 RECOMMENDATIONS
Based on the findings, the following recommendations were made;
1. [bookmark: _Hlk524871130]Project managers should adopt suitable communication channels to enhance the effectiveness of communication on the communication.
2. Project managers should establish and adopt proper modes of communication on the project. 
3. Finally, project managers must have the requisite experience to acclimatize and fine-tune messages to suit the recipient of the information.  
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APPENDIX I
KWAME NKRUMAH UNIVERSITY OF SCIENCE AND TECHNOLOGY.
 	INSTITUTE OF DISTANCE LEARNING, ACCRA.
MSC PROJECT MANAGEMENT
INTERVIEW GUIDE FOR PROJECT PROFESSIONALS ON THE UGMC PROJECT

I am conducting a research on Assessing the Significance of Communication in The Timely Delivery of Projects. This research is part of the requirement of the award of Master of Science in Project Management (MSC) degree and the research is purely an academic exercise. You are therefore assured of strict confidentiality. Kindly answer all questions as honestly as you can.  
Thank you.
SECTION A
RESPONDENTS DEMOGRAPHIC PROFILE
1. Please indicate your years of experience in your profession?
                       [  ] Below 5 years 	
                       [  ] 6-10 years 	
                       [  ] 11-15 years 	
                       [  ] 16-20 years 	
                       [  ] Above 20 years
2. What is your highest level of education?
	[  ] HND
	[  ] BSc
	[  ] Post Graduate
         Other; Please specify………………………………….
3. Please indicate the number of projects you have handled in the University. 
                       [  ] Below 5 projects 	
                       [  ] 6-10 projects	
                       [  ] 11-15 projects	
                       [  ] 16-20 projects	
                       [  ] Above 20 projects





SECTION B
1. What are the main channels of communication used on the University of Ghana Medical Centre project.
2. In your opinion, does ineffective communication affect the timely delivery of project on the University of Ghana Medical Centre project. Discuss.
3. What are the barriers to effective communication on the University of Ghana Medical Centre project (Optional). 
4. Propose strategies to improve the effectiveness of communication on the University of Ghana Medical Centre project
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