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K2 Mission Statement 

K2 seeks to find new and inventive ways to build open and honest lines of 
communication throughout your organization. Our clients receive well-researched and 
organized feedback from our communication research experts. Our clients will use this 
to enhance organizational functioning and deliver outstanding results. Through K2’s 
hard work and dedication we seek to have a positive impact on our client’s organization.  
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EXECUTIVE SUMMARY 

The purpose of the Office of Alumni Relations and Student Alumni Association 

Communication Audit is to analyze organizational communication, identify strengths, 

discover areas for improvement, and recommend opportunities for growth.  

Areas of Improvement 

Channels 

One area of improvement found was the use of channels in the communication 

between co-workers. Overall, staff and student members were unsatisfied with 

the use of the channels of communication in their organizations. Many members 

reported receiving the wrong channel of communication at the wrong time. Many 

organizational members also reported that some channels don’t get as much 

attention as others. The channel most often overlooked by organizational 

members was e-mail. 

Overload 

Another area of improvement found was overload of information. Overall, staff 

and students reported an overload of information received. Both the students and 

staff communicated that they receive too information from within the 

organization. Often the overload of communication comes in the form of e-mails 

and students and staff have trouble deciphering what is important in the content.  

Organizational Strengths 

Relationship Quality 

An area of organizational strength that was evident was the relationship quality. 

All of the members reported that they have positive relationships with their co-

workers. The student and staff survey reported a high level of trust among co-

workers and a positive work environment. The observations also led to the 

conclusion that the students and staff have great relationships with one another 

that benefits their quality of work. 
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Overload 

Overload is also an organizational strength. While many members reported that 

there was an overload of information, just as many members reported that 

sometimes more information was actually beneficial. More students than staff 

reported that overload was not a problem and they did not receive more 

information than was necessary.  

Proxemics 

Proxemics is the last focus of the organizational strengths. Proxemics is the 

distance among the shared space of an office and overall, members felt their 

office’s proxemics were conducive to positive communication. The student and 

staff members relayed that it due to the close proximity of the office their 

communication was positive.  
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INTRODUCTION 

Through a comprehensive communication audit, K2 will analyze and evaluate the 

communication of the Office of Alumni Relations and the Student Alumni Association.  

Authorization was given by the Office of Alumni Relations for a communication audit to 

take place during the Fall 2011 semester. The scope and focus was primarily on 

communication of the Office of Alumni Relations staff and Student Alumni Association 

students and how that communication affected their organizations.  

Research Methods 

 Observations 

All members of K2 observed both the Office of Alumni Relations staff and 

Student Alumni Association students. We first observed the Office of Alumni 

Relations in Lancaster at 2pm on October 4th and recorded notes on the verbal 

and nonverbal communication and office atmosphere. Next, on October 12th at 

5pm we observed a Student Alumni Association Senior Series event at Bar 202 

and took notes on the verbal and nonverbal communication and interaction with 

the seniors that attended the event. Lastly, on October 17th at 3pm we observed a 

Student Alumni Association meeting in Lancaster and took notes on the verbal 

communication and relationship quality of the members.  

Surveys 

Surveys were conducted by utilizing the online site, surveymonkey.com. The 

surveys were sent out by e-mail to the student members of the Student Alumni 

Association and the staff members of the Office of Alumni Relations. All survey 

participants were members of either the Student Alumni Association or the Office 

of Alumni Relations to receive feedback on how they felt about their 

organizations anonymously. There were two surveys sent out, one for the 

students of the Student Alumni Association and one for the Office of Alumni 

Relations. The staff survey was completed by 3 staff members (100% of Alumni 

Relations staff) and the student survey was completed by 11 student members 

(74% of Student Alumni Association). Participants were asked about the channels 

of communication, their relationship quality, and…(see Appendix A and B for a 

list of staff and student survey questions). 
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Interviews 

Interviews were conducted by individually meeting with each member of the 

Office of Alumni Relations, the lead intern for the Office of Alumni Relations, and 

then two committee heads of the Student Alumni Association. As with the 

surveys, the interviews were different for the staff and students. Interviews 

focused on the communication climate of the office and the Student Alumni 

Association. Survey participants were asked about…(see Appendix C for the list of 

interview questions).    

Limitations 

Results are based on brief observations and interviews and the individual results 

of the survey and interviews may not reflect reality. Some areas of the audit may 

be underrepresented due to time period for conducting observations and 

research.  

Report Organization 

Through a comprehensive analysis, K2 focused on the Office of Alumni Relations 

and the Student Alumni Association by assessing strengths and weaknesses and 

focusing on opportunities to enhance communication. 
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Areas of Improvement 

Channels 

The first area of improvement deals with the channels in which the Office of 

Alumni Relations uses for its daily operations. Channels are the methods by which 

people in an organization receive information and communicate with one another. Some 

examples include e-mail, face to face, and phone. In one of our observations of an 

informal meeting, a staff member referred to an e-mail saying “I already sent that e-mail 

to you” to which another staff member said “I might have received it, I can’t remember.” 

This was due to the inundation of e-mails that the staff member tends to receive daily. 

The staff member who sent the e-mail chose the wrong channel of communication and it 

was a busy time in the office so it was forgotten. In addition, during one of our 

interviews an employee commented that they receive an abundance of phone calls in the 

course of the day and that the overall environment of the office can be chaotic at times. 

However, according to our survey, 100% of the staff members reported that face-to-face 

communication was an excellent form of receiving information. This type of informal 

communication fits the office environment well due to the close proximity.  In addition, 

according to our survey, 100% of the student members reported that face-to-face 

communication works well within their organization. All student members reported that 

use of e-mail as a way to receive information within their organization is great as well. 

Interestingly, our survey results directly contradicted our interview results. Both 

students and staff members reported more satisfaction with the channels of their 

communication in the survey than in the interview. In the interviews the staff and 

students reported being unsatisfied with the channels of communication.  
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In both cases for student and staff members, communication studies scholars Trevino, 

Lengel & Daft (Trevino, Lengel, & Daft, 1987 as cited in Downs & Adrian 2004) stated 

“choosing a channel is not always a simple, intuitive process. Instead, it is often the key 

to whether or not any communication is effective. In some cases, the wrong choice can 

impede successful communication and produce disastrous consequences” (pg. 56). 

Taking into consideration what channels work best, especially during the most hectic 

times of the semester, could prevent miscommunication.  

Overload 

Although an abundance of information is useful, overload can also be defined as 
receiving too much information that it becomes unhelpful and difficult to process for 
employees and workers. This is important because too much information can affect the 
process of employee’s in their work tasks and can hinder work productivity. According 
to Jaramillo, Mulki & Boles (2011), professors specializing in business management, 
stated “overloaded individuals often experience feelings of impatience and being rushed, 
which ultimately affects the quality of their interactions with coworkers” (342). In our 
observations, we attended various meetings to observe the behavior of the faculty, staff 
and students. During one of the meetings, we observed that the topics changed very 
easily when there was discussion and people could interrupt each other whenever they 
wanted to talk. Employees showed signs of physical stress (heavy breathing, sighing, 
fidgeting, etc.) during the meetings. In addition, phone calls were ignored and 
employees appeared physically distressed. Both employees and students stated they 
receive an overwhelming amount of information that it can be sometimes difficult to 
remember and organize it all. This type of overload in the work place is an example of 
how employees can feel rushed in terms of completing their work. 

 According to one of the interviewees, “overload happens during the times when 
events are about to occur in large numbers” on campus. During these busy times, 
students’ statements indicated they receive an abundance of e-mails. In one of the 
student interviews, a participant mentioned “sometimes at the end of meetings, I feel 
really overwhelmed. But after I go home, I’m able to organize all the information I 
receive.” According to the survey, 67 % of the staff members responded they receive 
neither too much nor too little information regarding organizational policies. However, 
33% of the students responded they receive more information than necessary about 
organizational policies. This small percentage of participants stated they receive more 
information than necessary about organizational policies, meaning they could 
potentially be overloaded with too much information.  
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Organizational Strengths 

Relationship Quality  

Relationship quality involves the relationships in a work environment and how well 
communication is among superiors, coworkers and subordinates. The quality of these 
relationships can effect communication and the success of the relationships.  

Communication between students and their supervisor was strong, as well as staff 
members and superiors within the department. Staff members felt that relationships 
with supervisors are positive and open, leading to successful relationships and 
communication. The information of relationship quality was gained through 
observations, interviews, and surveys of both SAA and Alumni Relations office. All 
sources revealed strong and positive relationship quality in the work environment.  

Interviews and surveys both reflected the positive relationships amongst supervisors 
and employees. One interviewee said “she is my boss, but also my friend. She’s easy to 
talk to.” This quote correlates with survey results of all staff members strongly agreeing 
or agreeing that they can tell their immediate supervisor when things are going wrong, 
63% of students also agreed with the statement. Results from the student and staff 
survey also show a high trust rate between coworkers, with all participants giving the 

highest ranking. Another 63% of students and 
all of the staff agreed that coworkers get along 
with each other.  

Relationship quality is a strength because of 

the importance that comes with this quality. If 

the quality is low communication suffers, but 

in this case relationships among all staff and 

supervisors, as well as students, was reported 

to be very high. Survey results demonstrated 

high rankings for trust and satisfaction 

between coworkers, this is important to 

relationship quality because of its effect on productivity and job satisfaction (Downs & 

Adrian, 2004). According to communication researchers Downs & Adrian (2004) 

supervisors are one of the most important aspects of communicating in an organization. 

Because survey, interviews, and observations noted the positive relationship between 

superior and subordinate, this strength assists in the effectiveness and quality of 

communication in the organization. Our results show that if there is successful 

communication and the employees feel comfortable with their supervisor, coworker or 

subordinate, they tend to have better relationships and feel more comfortable to have 

open communication within their workplace.  

My coworkers get 
along with each 

other  

Strongly 
Agree 62.5% 

Agree 37.5%  
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Communication researchers Meiners & Miller conducted a study with employed 
undergraduates and instances of negotiations with supervisors. In the questionnaires 
they examined effects of formal and relational tones, as well as setting of workplace, 
between supervisors and subordinates. These researchers found that formal interactions 
that are planned and predetermined are more beneficial to solving problems within the 
workplace; therefore creating better relationships between subordinates and 
supervisors. Meiners& Miller (2004) found staff members enjoyed their job which was 
directly linked to the relationship quality that they held with supervisors. They also 
found that formal settings tend to hinder the open exchange of information. This finding 
shows how informal communication creates more open relationships between 
subordinates and supervisors and increases the positive relationship quality. 

Overload 

Overload of information involves receiving more than the optimal amount of 
information within an organization. This is important because an overload of 
information can affect the employees and their quality of work. Overload can potentially 
be overwhelming, but can also be helpful in gaining information.  

Overall we found that overload of information can be beneficial to most staff and 
students. Findings suggest that staff and students would rather receive more 
information than necessary than not enough. Information from interviews and surveys 
from both staff and students showed the value of overload. 

Interviews show that overload is prevalent but that it is sometimes needed and 
appreciated by staff and students. One staff member said “You have to pick and choose 
what is good or not. I would rather have too much information than not enough”. 
According to the survey, 100% of the staff members responded that they receive an 
adequate amount of information regarding technological changes that happen within 
the organization. When concerning the amount of information received about 
organizational policies 75% of students responded that they weren’t receiving too little 
or too much information, while 66.7% of staff responded the same.  

Although observations showed an overload of information, survey results show that all 
staff felt they receive an adequate amount of information. This adequate amount 
information can also be called the optimal amount. According to communication 
researchers Downs & Adrian (2004) an optimal load is determined by how well the 
receiver can process the information. Interviews also proved that the staff or students 
felt that they weren’t overloaded and that all information was important. These findings 
could be negative for those who did not participate in the survey or interview and felt 
that they are receiving too much information.  



 Student Alumni Association Audit Report 
 

- 13 - 
 

 

 

In this case overload of information is a strength because staff and students felt that it 
helps their communication and was important to their jobs. Goris, Pettit, and Vaught 
(2002) researchers of business and management examined how information accuracy, 
communication underload and overload could affect the satisfaction and job 
performance of about 300 employees through a survey method. The researchers also 
looked at the role of overload of communication increasing satisfaction among 
employees. According to Goris, Pettit, & Vaught (2002) employees did not report a 
higher satisfaction with increased communication or information. Although overload 
was not a factor in how well employees performed or on satisfaction rates, the timeliness 
of the information was noted by the researchers. The timing of giving information can 
relate to staff and students of this audit feeling that they liked the amount of 
information they were receiving. Although observations indicated too much information 
was given, survey and interviews demonstrate that the large amounts were optimal for 
the timing and success of projects.  

Proxemics  

Proxemics is the distance among the shared space between two people or the person and 
an object. In this case it is the communication patterns between two people based on 
whether or not the distance between offices in an organization is effective.  

The distance and area of the office assists in open and effective communication among 
staff in the Alumni Relations office. Staff members and supervisors are able to work 
closely with one another and be more hands on with projects. The information was 
gathered through observations of meetings and the office itself, and also through 
interviews.  

Observations of the office show the proxemics of close offices as functional for meetings 
and also for easy access to coworkers. Interviews also represented the benefits of the 
office proxemics with one interviewee stating “due to the close offices, we can sit in front 
of each other and have everything right in front of us”. This closeness can benefit the 

Amount of information 
received about organizational 

policies- Students  

Neither too 
little or too 
much  75% 

A little more  
12.5%  

Amount of information 
received about organizational 

policies- Staff  

Neither too 
little or too 
much  66.7%  

A little more  
33.3%   
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effective of the communication and ability to talk face-to-face rather than sending an e-
mail to a coworker.  

Although there was no quantitative data from the survey concerning the proxemics of 
the office, both interviews and observations demonstrate the benefits of an office that is 
closely linked together. Staff members indicated in interviews the abilities they had by 
being in close distances of one another and this could be seen by observing the area of 
the office and the open floor plan of the offices themselves. 

Proxemics is a strength due to the reported advantages of coworkers being able to work 
together and communicate easily in such close distances. According to Rai and Kulkarni 
(2008), researchers of management and proxemics, members of a team work better 
with their supervisors when there is a less formal atmosphere in the work place. When 
the staff is in close proxemics with their supervisor they feel more comfortable with their 
supervisor, therefore they become more productive(Rai & Kulkarni, 2008). In Rai & 
Kulkarni’s research they note Newcomb’s (1961) research of proxemics stating that 
“proximity promotes preparedness of communication among people, and consequently 
they are better placed to understand each others’ attitudes” (p.8). In this organization, 
the close proximity of the offices is beneficial too in terms of completing work. 
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Recommendations 

Based on the data from the interviews, observations and surveys that K2 conducted 
involving the Alumni Relations Department and Student Alumni Association (SAA), our 
team was able to develop a few specific recommendations that will benefit both 
organizations’ overall communication.  
 
Formal Meetings 

In order to increase the amount of formal face-to-face communication between the three 
staff members of the Alumni Relations Department, we recommend that our clients 
have monthly meetings. During the busiest times in the department such as 
inauguration and graduations, we suggest there should be bi-weekly meetings. The most 
proficient way to do this would be to schedule the staff meetings at the same day and 
time each week and/or month. This will eliminate staff members of forgetting about the 
meeting and to have the staff be well prepared for the meeting. By allotting the staff a 
meeting time to discuss events, plans, etc. formally, it will keep the staff well-informed 
and knowledgeable of the events occurring, and it will prevent the staff to feel “out of the 
loop” sense that  occurs in the office quit often during the large events were staff 
members are busy. We suggest formal face-to-face communication because according to 
communication experts, Downs and Adrian (2004), “…informal channels are 
exceptionally fast, but members generally prefer hearing information about the 
organization through formal channels. Employees explain that they prefer these 
channels because of the potential unreliability of information that circulates informally” 
(pg. 59).  

Memo 
 
In order to increase effectiveness and organization of information communicated and 
decrease the overload of information to all the staff members, a memo will provide 
structure to both staff members and SAA meetings. The Director of the Alumni 
Relations Department and the advisor of SAA will create a memo for each meeting. The 
memo should consist of issues to be discussed, responsibilities that need to be 
completed and have each issue discussed have an allotted time. This memo can then be 
emailed to all staff members and SAA members. This will help make the meetings be 
short and concise, as well as be informing. This will also help eliminate confusion 
and/or miscommunication between members, as well as help prevent the overload of 
information. According to Jaramillo, Mulki, and Boles (2011), specialist of business, 
communication overload contributed to added stress in the workplace. Overall, the 
studies suggested that an overload of information contributes to an unhealthy work 
environment not suitable for productivity. By the members receiving a memo including 
all the information they need to know, it will prevent them being overloaded with 
emails, phone calls, communication, etc. 
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Instructional Binder 
 
A few members of both the Alumni Relations department and SAA stressed that they 
never received anything in writing involving what their position entails. Therefore the 
members trained themselves and did not receive adequate direction in their 
responsibilities and position. By having each staff member and SAA committee chair 
formulate a binder for their position including what their job entails, important 
information needed to succeed, etc. the successor will be well informed and able to carry 
on the position successfully. This prevents members from having to train themselves 
and to understand the parameters of the position at hand. The successors will be able to 
immediately see the importance of their job, what it requires of them and how they can 
succeed at their position. Lastly, they will be able to have a smooth transition into their 
new position. This is important because the guidelines and responsibilities that the 
position entails needs to be clearly communicated from the predecessor to the 
successor. We suggest this recommendation due to Duffy & Jonassen’s (1992) 
communication study stating, “We make about the learner and the learning process 
when we identify learning goals, when we design instructional material relevant to those 
goals, and when we select or develop an approach to delivering those materials” (p.1).  
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Summary 

In our results, we found that relationships between members of the organization are 
collaborative. Although there might be disagreements, the office is still able to work as a 
cohesive team. Through our interview, survey and observational data, the employees all 
stated that they experience little problems when working with one another and conflicts 
(if any arise) are easily remedied.  

Overload is both a strength and an area for improvement. Although employees and 
students might receive multiple e-mails or instructions daily, this information is often 
essential to the success of the mission within the organization. Proxemics is another 
positive quality that has helped this office to work closely with one another and to 
provide instant feedback when necessary. An area to improve on would be use of the 
channels. Since multiple e-mails are sent out daily, they can sometimes be ignored. In 
addition, e-mails can often be overwhelming with the amount received daily, both for 
the students and employees. Another area of improvement is the need for more 
instruction in certain positions. Many employee positions and committee head members 
are not as knowledgeable as they could be on what their position entails.  

We have three main recommendations for our client. First, we recommend that our 
client utilizes more formal channels of communication through having bi-weekly 
meetings. Secondly, we recommend that our client monitors the amount of 
communication and information given in their organization by making memos, in hopes 
that they maintain the optimal level of communication. Lastly, we recommend that each 
staff member and head of committee in SAA make an instructional binder for their 
position; therefore they next person to take on the position within the association or 
department will be well-informed and have a smooth transition into their new position. 
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