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EXECUTIVE SUMMARY

Participation in this audit was high; 12 out of the 25 members of The Client were interviewed 
and 17 members were surveyed. Additionally, two editorial meetings were observed.

The relationship between the editors and staff members proves to be excellent in a professional 
sense, with the exception of some impersonal-relationship conflict occurring outside the office. 
Each editor and staff member in The Client seems to be easily approachable, exceptionally 
dedicated, and very involved with the organization. 

All members are eager to achieve high levels of success and admit to placing requirements of 
The Client above any other commitment on campus, including classes. In both interview and 
survey results, the editors and staff members confirmed that leadership within the organization 
cares about the success of the newspaper and the well-being of and its members. High levels 
were reported for overall satisfaction with the way information is communicated and problems 
are solved.

Room for improvement within The Client can be made by minimizing interpersonal conflicts 
from occurring within the workplace. Also, some individuals have a hard time meeting 
deadlines, and when deadlines are not met, there is a domino-effect of other conflicts that arise.

Areas of success are rooted in the organization’s productive meetings, social relationship 
maintenance, and team leadership. Members of The Client reported that they are satisfied with 
the way decisions are made in the organization. 

The use of specific communication channels such as face-to-face, texts messages, phone calls, 
and emails are the most utilized and important forms of interacting for members within The 
Client. The organization has a strong chain of command and is used to understand 
communication process among its members. This established hierarchy helps control the 
directional communication which flows downwards, upward, and horizontal.     
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INTRODUCTION
Purpose

The purpose of this audit report is to determine the organizational strengths as well as 
opportunities for improvement for our client organization (The Client student 
newspaper).  Kilimanjaro Consultants observed, interviewed, and surveyed the client while 
keeping total anonymity of the members of our client.  Our audit team created, produced, and 
signed a contract with The Client, stating that we would maintain the highest professional 
standards in conducting this audit report (see Appendix A for a copy of our team 
contract).  Collaboration between our team and our client is one of the most important aspects of 
our report and we promised to adhere to this commitment.

Authorization

Kilimanjaro Consultants conducted this professional audit, drawing from instruction received in 
Applied Organizational Communication class, taught by Dr. Bill Stuart in the Communication 
Studies major at Longwood University.  All interview and survey questions used in our audit 
report were sent to and approved by the Human and Animal Subjects Research Review 
Committee acting as Longwood University’s Institutional Review Board (IRB). All questions 
were acquired from the Downs and Adrian Applied Organizational Communication textbook and 
edited collaboratively by members of Kilimanjaro Consultants.

Scope

This audit report covers specific aspects of communication that were utilized by members of our 
client organization, and both formal and informal channels of communication were observed and 
analyzed.  Formal communication channels include regularly scheduled official meetings, 
meetings between supervisors and subordinates, and other such approved forms of 
communication. Informal communication channels are defined as any communication outside of 
official communication, such as text messaging or any other form of communication between 
members either on the same hierarchal level or across organizational levels.  We primarily 
focused on the communication between management-level members (i.e., editor-in-chief, 
managing editor, news editor, etc.) and section editors.  In addition, our interviews and survey 
covered members across multiple levels of the client organization and we covered those aspects 
of communication as well.  Therefore, both vertical (from upper to lower level) as well as 
horizontal (along the same level) communication was observed and analyzed for our audit report 
of the client organization.
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RESEARCH METHODS

 Observations: Members of our audit team observed Sunday night meetings on October 
3rd and October 10th, 2010.  In both cases, two members attended each meeting and 
recorded personal notes on the activities taking place before them.  As requested by our 
audit team, meetings were conducted per usual and (except for introducing the observers) 
without noting any changes in the additional attendees.  Both meetings observed were 
held in The Client staff room, in the bottom floor of the Lankford Student Union on the 
Longwood University campus. Following the official meeting, both team members 
thanked the editor-in-chief and exited quietly from the meeting room.

 Interviews: Our interview process included twelve members of our client from varying 
levels of the organization. Our interview sample was chosen by asking members of our 
client organization to sign up for interview times convenient to either their personal 
schedule or their office hours.  The interviews took place during the first week of 
November, from the 1st to the 5th.  Our team approached each interview in dyads – one
member asked questions while the other took note of both verbal and nonverbal 
communication by the interviewee, either by hand or typed on a laptop.  Interview 
subjects were primarily asked about the communication climate in their organization and 
how they perceived unresolved issues in their organization.  See Appendix C for a list of 
both general and management-level interview questions.

 Surveys: We created a survey using the website, Survey Monkey, for the design and 
format of our survey.  The survey was opened on Friday, November 12th and 
subsequently closed on Wednesday, November 17th.  All members of the client 
organization were notified and reminded via e-mail to take our survey in order to further 
assist in our audit report. Seventeen members participated in and completed the survey 
questionnaire by the end of the survey period. All survey questions were taken from the 
Downs and Adrian textbook, Applied Organizational Communication, and edited 
collaboratively by members of Kilimanjaro Consultants.  The template from an audit of 
WMLU radio station survey was utilized for format and limited content reasons.  See
Appendix D for a list of our survey questions.

Limitations

Kilimanjaro Consultants recognizes the limitations of our audit report.  A large factor in 
constraining items is the idea that many of the members may not necessarily be entirely truthful 
with our audit team, either consciously or not.  Oftentimes, a promise of anonymity is not 
enough to sustain completely truthful answers during a professional audit, and this is a factor that 
other audit teams must face as well.  Other limitations included under-represented areas that our 
audit did not focus on, either because of time constraints or lack of information regarding such
areas.
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ORGANIZATIONAL STRENGTHS 
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Team Leadership
According to the interviews and surveys, many staff members spoke positively about the 
leadership in this organization. During our interviews and surveys, the Editor-in-Chief of The 
Client, received a lot of positive feedback from the colleagues.  The interviews showed she is a
positive and motivational leader within this organization.  As far as other leadership positions, 
the staff thinks the leadership works well within the organization.  According to the survey, the 
leadership in this organization is striving to ensure organizational success.  As the chart below on 
the left shows, many people agree with this statement.  
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Relationship Maintenance

After observing the first couple of meetings, we have found a very friendly atmosphere among 
the organization.  The staff works well together and their ability to form team bonds builds the 
strength of The Client as a whole.  The Client has a strong chain of command and is 
implemented while communicating with in the organization.  This established hierarchy helps
direct the communication flow which within this organization is both, downwards, upward, and 
horizontal.  Our client has a clear understanding of organizational logic because they are all 
aware of the tasks each individual needs to complete.  All members of The Client have the entire 
staff’s phone numbers in order to be in contact with each other whenever necessary.

Productive Meetings

All staff members meet every Thursday to discuss what articles are going to be run in the 
upcoming paper and all Editors meet on Tuesday nights to finalize the paper, which is published 
the following morning. These meetings are mostly productive and use all different 
communication functions, such as the task/work function, social/maintenance function, 
motivation function, integration function and the innovation function.  Our client recently 
implemented a strict attendance policy to help the productivity of each meeting.  According to 
the survey results, all members answered that they support the new attendance policy, which 
requires their presence at all meetings.
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AREAS OF ORGANIZATIONAL CONCERN
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Meeting Deadlines

Kilimanjaro Consultants has found that an area of concern within the client is not meeting set 
deadlines. The Client has these deadlines to ensure every story is in at a reasonable hour in order 
to complete the paper for that week. When members do not meet deadlines, it makes certain 
individuals have to stay after hours in order to complete the paper to send out the next day. 
Meeting deadlines would make the work environment more enjoyable and would help The Client
strive to be the best organization it can be. 

Informal Communication

While we do believe informal communication is necessary in the succession of an organization, 
we do not condone negative informal communication between members. A weakness within this 
organization is that, because they are around each other a great deal, the negative informal 
communication about members is very apparent. This type of communication not only hurts the 
organization but it also creates a hostile working environment that is not ideal. 
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SUMMARY OF RESULTS

Through a detailed communication audit, Kilimanjaro Consultants has evaluated and explored an 
innovative approach to communication for The Client student newspaper.  Authorization was 
approved by The Client for audit research to be conducted during the Applied Organizational 
Communication course of fall 2010. After a series of observations, interviews, and surveys, 
Kilimanjaro Consultants were able to gauge the communication strengths and areas for improved 
communication within The Client’s workplace. The focus of our study was to discover the 
current communication climate between the editorial and management-level staff members in 
order to deliver a series of recommendations to the client in presentation form. 
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RECOMMENDATIONS

Kilimanjaro has observed The Client organization by attending two different executive meetings, 
as well as performing 15 different interviews with a variety of The Client members. Finally we 
asked all members of The Client staff to complete a short survey in regards to communication 
within the organization. Kilimanjaro has evaluated each of the results from these different 
observation techniques and has therefore derived some recommendations of how to improve 
communication within The Client. 

1. Initiation Process for New Members
2. Organized Meetings
3. Continuing “Likes” and “Dislikes”
4. Improved office environment 
5. Continuing Anonymous Comments
6. Reward system 
7. Conflict Resolution Mediator

Initiation Process for New Members

Team Kilimanjaro observed during the executive meetings that there were multiple comments 
made to the new members that they might not understand what was being discussed because they 
were new. It was also observed in interviews with new members that they were unable to answer 
simple questions about the organization’s hierarchy as well as ways in which to communicate 
their concerns. The Innovation Function, which builds team unity by letting them know what is 
going on, realize its values, and overall identify with it better, can be used to support this.  
Therefore, we suggest an information session or training for all new members as well as an 
information packet in which they will be able to refer to. This training will prevent confusion 
among new members, and the packet will allow them to refer back to the information when 
necessary. 

Organized Meetings

Although the content discussed in the meetings is exceptionally helpful to all, especially section 
editors, while observing executive meetings on two separate Sunday nights, team Kilimanjaro 
observed that there were some organizational issues.  One of these problems was a lack of focus; 
the meeting was often swayed from one point of discussion to another, which sometimes allowed 
one discussion to last for 20 minutes. It was also observed that at times certain issues that needed 
to be discussed were forgotten, and this took time away from the meeting. These issues can be 
fixed with the Innovation Function which means that the members of the group must adapt to 
larger number of members and how to run their meetings more efficiently based on this new 
number.  From this, the audit team suggests that an agenda be made for each meeting and sent to 
each executive member so that everyone will know what needs to be discussed. Another benefit 
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of having this agenda will be that each topic to be discussed should have desired time limits that 
can me enforced by a designated group member. 

Continuation of “Likes” and “Dislikes”

During the first meeting that was observed, team Kilimanjaro discovered that there was a portion 
of the meeting in which positive and negative aspects of the paper were discussed. The first time 
this was observed this discussion was done in a Round Robin manner, which appeared to be 
somewhat ineffective due to the repetition in comments as well as time consumed by thinking of 
comments. This was not a proper use of time when there were a plethora of other matters to 
discuss.  The next meeting, it was observed that this discussion was changed to an open forum 
that was much less time consuming, and redundant. Therefore, we would like to suggest that this 
procedure be continued. Using the Motivation Function, which states that motivation does not 
always come from the leader as reprimands, is useful.  This allows instruction and 
recommendations to come from their peers which has proven to be successful and informative to 
each staff member.

Improving Office Environment

Team Kilimanjaro would like to comment on the office location. Although there were efforts 
made to create a better office environment, we still feel that the office is not the proper location 
for a meeting. Some executive members are forced to stand for the entire one-hour duration of 
the meeting, and others are unable to see and hear all other members. The Innovation Function 
helps to ensure group members adapt to changing conditions in their organization such as size.  
We would like to recommend that all The Client meetings be moved to a larger location to allow 
all members the opportunity to see and hear one another effectively. It would also be beneficial 
to sit around a table so that members are better able to take notes. This change will aid in 
members ability to focus as well as interaction among members.

Continuing Anonymous Comments

The audit team was informed while in meeting that the new candy dishes could be used for 
delivering messages and mail, as well as submitting anonymous comments. Coworker 
Relationships allow members of teams to collaborate and voice opinions if they are stronger, 
which is apparent in this organization; making the comments anonymous strengthens this aspect 
as well. This is an aspect that we feel is very beneficial to the group; we would therefore like to 
encourage its continuation. There is one problem that may derive from having this comment box 
that the team foresees. This issue is that the usage of the candy dishes may limit the amount of 
face-to-face communication. Face to face communication is always best when discussing 
problems because there is a higher chance of ambiguity. This ambiguity may cause 
misunderstandings and hurt feelings.
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Reward System for Early Article Submission

While attending the second executive meeting, Kilimanjaro discovered that late submission of 
articles was a huge issue facing The Client. There was a half hour discussion in regards to 
reprimands that may occur due to late articles. Productivity is an important value in 
organizations; rewards create good relationships between superiors and subordinates, leading to 
better production.  Therefore, we would like to recommend a positive approach to this issue. If 
there could be a reward for members that submit articles early, than this may reduce the amount 
of late articles. This will also create a more positive outlook for the group, reduce stress within 
the organization, and promote support and comradery between members. There is a potential 
problem with a reward system, and this is that members will become reliant on being rewarded, 
and desire to work hard for the good of the paper will diminish. 

Conflict Resolution Mediator

While interviewing various members of The Client, it was discovered that there were some 
issues regarding one specific member. During our time auditing, it was brought to our attention 
that said member felt it was best to leave the organization. This brought us to the conclusion that 
means of resolving conflict are ineffective. Manager Relationships have a large impact on the 
rest of the organization; at The Client, the relationship between the Editor-in-Chief and 
Managing Editor created tension among all members and resulted in gossip.  We would like to 
suggest that when facing issue members first try to confront the individual they have an issue 
with. If this is ineffective they should then speak with their section editor, and if the Section 
Editor is unable to resolve the conflict, the issue will be brought to the attention of Editor and 
Chief. This will diminish the amount of gossip between peers and enable issues to be resolved 
before anyone feels the need to resign.

CONCLUSION

Overall, the participation from members of The Client staff is exceptional, and each 
person is highly dedicated to doing their job efficiently. As a whole, the organization has higher 
satisfaction rates than areas of concern. After gathering information from our released surveys, 
conducted interviews, and observations, we found that all members of The Client have a vested 
interest in the newspaper and respect the elements of their duties. The strengths of The Client are 
grounded in team leadership, productive meetings, and relationship maintenance. Meeting 
deadlines and the use of information communication often cause areas of concern for The Client
and can be diligently fixed through the use of our recommendations. Lastly, recommendations 
have been provided in order to push members of The Client to reach their highest potential as an 
organization.
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Appendix A

TEAM CONTRACT

To the client: As an entire team and also as independent members, we promise to work our best 
at enhancing all communication aspects of an organization. Through communication classes, 
internships, and jobs, Kilimanjaro Consultants is fully equipped to help you meet your highest 
communication standards. We realize that, as a team, it is important for all members to join 
forces in reaching a common goal; we pledge to help you meet yours.

To our team: We pledge to put forth full effort in completing the communication audit, and to 
follow the rules and ramifications in our team notebook. We are aware of the consequences if we 
fail to comply by our set standards, and take full responsibility for our actions. We will consult 
as a group before making any decisions, and will trust each other along the way.

Signatures:
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Appendix B

Interview Questions

(* Intro speech: Name, position, responsibilities, duties)

1.) How would you describe the general communication climate here?

2.) Describe the way decisions are made in your organization?

3.) What would one like to see done to improve communication here?
-Why hasn’t it been done already?
-What are the major obstacles?
-If you had a suggestion to improve communication how would you make it?

4.) What do you see as the greatest unresolved problem of this organization?

5.) What are the major communication strengths of the organization? Be Specific.

6.) When conflict occurs, how is it resolved? What normally causes conflict here?
Give examples.

7.) What affects your own commitment to this organization?

8.) Does your physical work setting here affect your communication?

9.) Describe the chain of command in this organization and how it operates.

10.) Have there been any significant changes in communication patterns recently?

11.) What do you think we are going to find as a result of conducting the assessment? What is 
going to happen as a result of our report?

*Questions in the Interview Guide taken from:
Downs, C.W., & Adrian, A.D. (2004). Assessing organizational communication; Strategic 
communication audits.
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Appendix C

Management-Level Follow-up Interview

1.) Generally when we do an analysis of an organization, we find that people can
identify some strengths and some weaknesses for the organization.

a. What do you see as the strengths for The Client?
b. What do you see as the weaknesses of communication here?
c. What strengths do you think the editors will mention?
d. What weaknesses will they mention?
e. How accurate do you think their assessment is? Why?

2.) A number of our questions deal with perceptions of upper management. What
perceptions do you think the employees have of upper management? Why?

3.) How timely is the information exchanged between units and departments within?
What, if anything, could be done to alleviate any particular problems in this
regard?

4.) Generally, how do editors get information that affects them personally? For
example, how do they find out about new policies? New Management thrusts?

5.) If you could make any changes you wanted in The Client’ s communication,
what would you change? Give us your wish list.

6.) How are communication concerns reflected in your organizational strategies?

7.) What do you think will happen as a result of this assessment?

*Questions in the Interview Guide taken from:
Downs, C.W., & Adrian, A.D. (2004). Assessing organizational communication; Strategic 
communication audits.



THE CLIENT Communication Audit    

18

Appendix D
Survey Questions

1.     Do you feel the new attendance policy is effective?
2.     Do you agree with the new attendance policy?
3.     If you answered question 2, why or why not?
4.     For the following questions, please indicate the level to which you agree or disagree with the 

statements.
a.      Our organization does a good job of communicating information to others.
b.     I am satisfied with the amount of communication within our organization overall.
c.      I am satisfied with the quality of information in our organization overall.
d.     Our organization does a good job of communicating with the Longwood University campus 

community.
e.      I am satisfied with the amount of information I receive about how well I do my job.
f.      I am satisfied with the amount of information I receive about my expected duties within our 

organization.
g.     I am satisfied with the amount of information I receive about the successes of our organization
h.     I am satisfied with the amount of information I receive about the failure of our organization
5.     Since August 2010, my level of satisfaction with The Client has ...increased/decreased/stayed 

about the same.
6.     For the following questions, please indicate the extent to which you agree or disagree with the 

statements.
a.      The overall atmosphere of our organization is positive.
b.     The leadership in our organization is doing the right thing to ensure organizational success
c.      I am committed to our organization.
d.     Most of the members of our organization are less committed than I am
e.      Members of our organization are able to leave personal problems outside of the office
7.     Please indicate the extent to which you agree or disagree with the following statements.
a.      The leaders are committed to our organization
b.     The success of our organization is a priority for all or most in our organization
c.      The leadership understands the problems of the general members in our organization
d.     The leadership is concerned with my well-being
8.     Please list the ways in which members of the organization communicate with each other. (i.e.-

face-to-face, text messaging, e-mail etc.)
9.     Please list the primary way in which you communicate with colleagues within the organization.
10. Do you feel that the methods of communication (i.e., text, e-mail, etc.) already in place are 

effective?
11. 25. Please add any other information that you feel we did not cover in this survey, but is still 

important for us to understand.
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