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APPENDIX A

Questionnaire (English version)

This questionnaire is aim to collect data regarding communication
satisfaction and organizational effectiveness among nurses in university hospitals, the
People’s Republic of China. It consists of three parts, Part I-Demographic Data Form,
Part 1I-Communication Satisfaction Questionnaire, and Part Ill-Index of Perceived
Organizational Effectiveness. You will probably be more comfortable completing this
questionnaire in private time and please be as honest as you can in answering the

questions in each part.

Part I: Demographic Data Form
Please check“V” into the pane in front of item or full in the answer that is appropriate
for you.
1. Age: years old
2. Marital status:
o Single o Married o Divorced o Widow o Other: identify
3. Educational level:
o Secondary technical certificate o Diploma o Bachelor degree

o Master degree
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4. Professional title
o Junior nurse o Nurese practitioner o Nurse in charge
o Assistant chief senior nurse o Chief senior nurse

5. Working Duration: ___ years

6. Working department:
0 Medical o Surgical o Pediatric o0 OB-GYN o ICU o OR o ER

o OPD

Part I1: Communication Satisfaction Questionnaire

A. Listed below are several kinds of information often associated with a person-s job.

Please indicate how satisfied you are with the amount and/or quality of
each kind of information by circling the appropriate number at the right. 1 = Very
Dissatisfied, 2 = Dissatisfied, 3 = Somewhat Dissatisfied, 4 = Indifferent, 5 =

Somewhat Satisfied, 6 = Satisfied , 7 = Very Satisfied.

Score

1. Information about my progress in my job 1 (2 |3 |4 |56 |7

2. Information and news about my co-workers 112 (3 |4 |5 |6 |7

3. Information about organizational policiesand |1 |2 |3 |4 |5 |6 |7

goals

14. Information about accomplishments and/or 1 (2 |3 (4 |5 1]6 |7

failures of the organization
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B. Please indicate how satisfied you are with the following:

Score

15. My superiors know and understand the 1 (2 (3 (4 |56 |7

problems faced by subordinates

16. Our organization’s communication motivates |1 |2 (3 |4 |5 |6 |7
and stimulates an enthusiasm for meeting it

goals

17. My supervisor listens and pays attentiontome |1 (2 |3 |4 |5 |6 |7

35. The amount of communication in the 112 |3 |4 |5 |6 |7

organization is about right

Part 111: Index of Perceived Organizational Effectiveness

1. Thinking now of the various things produced by the people you know in your
division, how much are they producing?

___1Their production is very low

2 ltisfairly low

___3ltis neither high nor low

___4ltisfairly high

___51tisvery high

2. How good would you say is the quality of the products or services produced by
the people you know in your division?

___1 Their products or services are of poor quality

___ 2 Their quality is not too good

___3Fair quality

____ 4 Good quality

___ 5 Excellent quality
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3. Do the people in your division seem to get maximum output from the resources
(money, people, equipment, etc.) they have available? That is, how efficiently do they
do their work?

___1They do not work efficiently at all

____ 2 Not too efficient

___ 3 Fair efficient

___ 4 They are very efficient

__5They are extremely efficient

4. How good a job is done by the people in your division in anticipating problems
that may come up in the future and preventing them from occurring or minimizing
their effects?

___1They do a poor job in anticipating problems

___ 2 Nottoo good a job

__3Afairjob

____4They avery good job

____5They do an excellent job in anticipating problems

5. From time to time newer ways are discovered to organize work, and newer
equipment and techniques are found with which to do the work. How good a job do
the people in your division do at keeping up with those changes that could affect the
way they do their work?

___1They do a poor job of keeping up to date

___ 2 Nottoo good a job

3 Afairjob

___4They do a good job

___5They do an excellent job of keeping up to date
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6. When changes are made in the routines or equipment, how quickly do the people
in your division accept and adjust to these changes?

___1 Most people accept and adjust to them very slowly

__ 2 Rather slowly

___ 3 Fairly slowly

___4 They adjust very rapidly, but not immediately

___ 5 Most people accept and adjust to them immediately

7. What proportion of the people in your division readily accept and adjust to these
changes?

___1 Considerably less than half of the people accept and adjust to these changes
readily

2 Slightly less than half do

___ 3 They majority do

____4 Considerably more than half do

___5 Practically everyone accepts and adjusts to these changes readily

8. From time to time emergencies arise, such as crash programs, schedules moved
ahead, or a breakdown in the flow of work occurs. When these emergencies occur,
they cause workloads for many people. Some work groups cope with these
emergencies more readily and successfully than others. How good a job do the people
in your division do at coping with these situations?

___1They do a poor job of handling emergency situations

____ 2 They do not do very well

3 Theydo afair job

___4They do a good job

___5They do an excellent job of handling emergency situations



APPENDIX B

Questionnaire (Chinese version)
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APPENDIX C

The Cronbach’s Alpha Coefficient of Instruments

Table C1
The Cronbach’s Alpha Coefficient of Instruments

Instruments o
CSQ 0.98
Communication climate 0.91
Supervisory communication 0.92
Organizational integration 0.91
Media quality 0.91
Co-worker communication 0.84
Corporate information 0.94
Personal feedback 0.90

IPOE 0.85




APPENDIX D

Mean, Standard Deviation, Frequency And Percentage of Items in Each Dimension of Communication Satisfaction

Table D1

Mean, Standard Deviation, Frequency And Percentage of Items in Each Dimension of Communication Satisfaction (n=376)

Mean SD 1 2 3 4 5 6 7

n (%) n (%) n (%) n (%) n (%) n (%) n (%)

Communication Climate

Our organization’s 3.75 131 27(7.18) 31(8.24)  83(22.08) 137(36.44) 71(18.88) 19(5.05) 8(2.13)
communication motivates

and stimulates an enthusiasm

for meeting it goals

The people in my 418 112  5(1.33) 20(5.32)  57(15.16) 167(44.41) 85(22.61) 33(8.78)  9(2.39)
organization have great ability
as communicators

The organization’s 3.76 1.34 33(8.78) 29(7.71) 69(18.35) 141(37.50) 79(21.01) 19(5.05) 6(1.60)
communication makes me

identify with it or feel a vital

part of it




Table D1 (continued)

Mean SD 1 2 3 4 5 6 7
n (%) n (%) n (%) n (%) n (%) n (%) n (%)

I receive in time the 446 111  3(0.80) 14(3.72) 36(9.57) 153(40.69) 108(28.73) 49(13.03) 13(3.46)
information needed to do my
job
Conflicts are handled 425 112  4(1.06) 15(3.99)  59(15.69) 163(43.36) 84(22.34) 41(10.90) 10(2.66)
appropriately through proper
communication channels
Supervisory communication
My supervisor listens and 435 124  9(2.39) 17(4.52)  52(13.83) 127(33.78) 109(28.99) 50(13.30) 12(3.19)
pays attention to me
My supervisor offers 445 123 10(13.16) 10(13.16) 46(12.23) 130(34.57) 109(28.99) 55(14.63) 16(4.26)
guidance for solving job
related problems
The organization’s 3.84 121 18(4.79) 28(7.45)  82(21.81) 149(39.62) 74(19.68) 19(5.05)  6(1.60)
communications are
interesting and helpful
My supervisor is open to 441 125 8(2.13) 20(5.32) 35(9.31) 145(38.56) 98(26.06) 54(14.36) 16(4.26)
ideas
The amount of supervision 428 1.08 6(1.60) 15(3.99)  42(11.17) 171(45.47) 97(25.80) 38(10.11) 7(1.86)

given me is about right

66



Table D1 (continued)

Mean SD 1 2 3 4 5 6 7

n (%) n (%) n (%) n (%) n (%) n (%) n (%)
Organizational integration
Information about my 422 1.09 8(2.13) 12(3.19)  52(13.83) 169(44.95) 94(25.00) 34(9.04)  7(1.86)
progress in my job
Information and news about 451 112  4(1.06) 5(1.33) 44(11.70) 149(39.63) 107(28.46) 49(13.03) 18(4.79)
my co-workers
Information about 460 110 2(0.53) 8(2.13) 31(8.24)  152(40.43) 105(27.93) 59(15.69) 19(5.05)
departmental policies and
goals
Information about the 449 110  6(1.60) 7(1.86) 31(8.24)  159(42.29) 114(30.32) 43(11.44) 16(42.55)
requirements of my job
Information about benefits 352 143 47(12.50) 44(11.70) 67(17.82) 131(34.84) 62(16.49) 20(5.32)  5(1.33)
and pay
Media quality
My supervisor trusts me 462 118  3(0.80) 10(2.66)  43(11.44) 120(31.91) 115(30.58) 64(17.02) 21(5.59)
Our meetings are well 451 116  6(1.60) 9(2.39) 37(9.84) 149(39.63) 103(27.39) 56(14.89) 16(4.26)
organized
Written directives and reports  4.33 118  7(1.86) 22(5.85) 37(9.84) 150(39.89) 104(27.65) 47(12.50) 9(2.39)

are clear and concise
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Table D1 (continued)

Mean SD 1 2 3 4 5 6 7

n (%) n (%) n (%) n (%) n (%) n (%) n (%)
The attitudes toward 436 1.09 5(1.33) 12(3.19)  48(12.77) 150(39.89) 107(28.45) 48(12.77) 6(1.60)
communication in the
organization are basically
healthy
The amount of 424 105  3(0.80) 16(4.26)  51(13.56) 173(46.01) 90(23.93) 37(9.84) 6(1.60)
communication in the
organization is about right
Co-worker communication
The grapevine is activeinour  3.70 1.29  24(6.38)  41(10.91) 78(20.75) 148(39.36) 56(14.89) 24(6.38)  5(1.33)
organization
Communication between 455 123  5(1.33) 11(2.93)  45(11.97) 133(35.37) 97(25.79) 64(17.02) 21(5.59)
employees is accurate and
free flowing
Communication practicesare  4.36 1.11 6(1.60) 7(1.86) 50(13.30) 164(43.62) 95(25.26) 41(10.90) 13(3.46)
adaptable to emergencies
My work group is compatible  4.68 1.10  3(0.80) 4(1.06) 30(7.98) 136(36.17) 125(33.24) 55(14.63) 23(6.12)
Informal communication is 419 1.06 5(1.33) 20(5.32)  44(11.70) 177(47.08) 92(24.47) 34(9.04)  4(1.06)

active and accurate
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Table D1 (continued)

Mean SD 1 2 3 4 5 6 7

n (%) n (%) n (%) n (%) n (%) n (%) n (%)
Corporate information
Information about 406 125 14(3.72)  23(6.12) 66(17.55) 152(40.43) 71(18.88) 43(11.44)  7(1.86)
organizational policies and
goals
Information about 3.74 134  28(7.45) 32(8.51)  85(22.61) 134(35.63) 66(17.55) 23(6.12)  8(2.13)
government action affecting
my organization
Information about changesin ~ 4.02 1.26  13(3.46) 31(8.25)  69(18.35) 128(34.04) 98(26.06) 30(7.98)  7(1.86)
our organization
Information about our 329 140 56(14.89) 49(13.03) 89(23.68) 112(29.79) 56(14.89) 10(2.66)  4(1.06)
organization’s financial
standing
Information about 3.75 128 26(6.91) 34(9.04)  71(18.88) 152(40.43) 68(18.09) 20(5.32)  5(1.33)

accomplishments and/or
failures of the organization
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Table D1 (continued)

Mean SD 1 2 3 4 5 6 7
n (%) n (%) n (%) n (%) n (%) n (%) n (%)

Personal feedback
Information about how my 414 117 11(2.93) 14(3.72)  70(18.62) 146(38.83) 90(23.93) 40(10.64) 5(1.33)
job compares with others
Information about how | am 431 105 6(1.60) 4(1.06) 53(14.10) 173(46.01) 95(25.26) 35(9.31) 10(2.66)
being judged
Recognition of my efforts 435 112  5(1.33) 15(3.99)  45(11.97) 150(39.89) 108(28.73) 44(11.70) 9(2.39)
Reports on how problems in 434 111 7(1.86) 8(2.13) 50(13.30) 159(42.29) 103(27.39) 37(9.84) 12(3.19)
my job are being handled
My superiors know and 427 133 12(3.19) 26(6.91)  51(13.56) 128(34.04) 89(23.67) 58(15.44) 12(3.19)

understand the problems
faced by subordinates

Note. 1 = Very Dissatisfied, 2 = Dissatisfied, 3 = Somewhat Dissatisfied, 4 = Indifferent , 5 = Somewhat Satisfied, 6 = Satisfied,

7 = Very Satisfied
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APPENDIX E

Mean, Standard Deviation, Frequency and Percentage of Items of Organizational Effectiveness

Table E1
Mean, Standard Deviation, Frequency and Percentage of Items of Organizational Effectiveness (n=376)

Item n (%) Mean
Very Low/ Low/ Fair High/ Very (SD)
Poor Poor Good High/
Excellent

Thinking now of the various things produced by the people 2 14 244 112 4 3.27
you know in your division, how much are they producing (0.53) (3.72) (64.89) (29.80) (1.06) (0.57)
How good would you say is the quality of the products or 5 11 197 151 12 341
services produced by the people you know in your division (1.33) (2.93) (52.39) (40.16) (3.19) (0.67)
How good a job is done by the people in your division in 6 30 238 93 9 3.18
anticipating problems that may come up in the future and (1.60) (7.98) (63.30) (24.73) (2.39) (0.67)

preventing them from occurring or minimizing their effects




Table E1 (continued)

Item n (%) Mean
Very Low/ Low/ Fair High/ Very (SD)
Poor Poor Good High/
Excellent

From time to time newer ways are discovered to organize 7 28 249 85 7 3.15
work, and newer equipment and techniques are found with (1.86) (7.45) (66.22) (22.61) (1.86) (0.65)
which to do the work. How good a job do the people in your
division do at keeping up with those changes that could
affect the way they do their work
From time to time emergencies arise, such as crash 2 12 210 142 10 3.39
programs, schedules moved ahead, or a breakdown in the (0.53) (3.19) (55.85) (37.77) (2.66) (0.62)

flow of work occurs. When these emergencies occur, they
cause workloads for many people. Some work groups cope
with these emergencies more readily and successfully than
others. How good a job do the people in your division do at
coping with these situations
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Table E1 (continued)

Item n (%) Mean
None Little Fair Very Extremely  (SD)
Efficient/  Efficient/  Efficient/  Efficient/  Efficient/
Very Slow Slow Fair Fast Fast At Oncet
Do the people in your division seem to get maximum output 5 21 241 99 10 3.23
from the resources (money, people, equipment, etc.) they (1.33) (5.59) (64.09) (26.33) (2.66) (0.65)
have available? That is, how efficiently do they do their work
When changes are made in the routines or equipment, how 7 20 189 145 15 3.38
quickly do the people in your division accept and adjust to (1.86) (5.32) (50.27) (38.56) (3.99) (0.73)
these changes
Item n (%) Mean
Little Some Half Most All (SD)
What proportion of the people in your division readily accept 5 52 213 97 9 3.14
and adjust to these changes (1.33) (13.83) (56.64) (25.80) (2.40) (0.72)
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APPENDIX F

Protection of Human Subject (IRB)

No.122/2012

CERTIFICATE OF ETHICAL CLEARANCE
Research Ethics Review Committee
Faculty of Nursing, Chiang Mai University

The Research Ethics Review Committee of the Faculty of Nursing,
Chiang Mai University declares approval of

Research Project Title : Communication Satisfaction and Organizational
Effectiveness as Perceived by Nurses in University Hospitals, Kunming, The
People’s Republic of China

Principal Investigator : Mrs.Wang Xingli

Participating Institution : International Master Program in Nursing
Administration Faculty of Nursing Chiang Mai University

The above research project does not violate rights, well being, and/or
endanger human subjects and is justified to conduct the research procedures as
proposed.

This clearance is valid from the date of approval to January 3, 2014

Date of approval January 4, 2013

(Professor Dr.Wichit Srisuphan)
Chair, Research Ethics Review Committee
Faculty of Nursing, Chiang Mai University

(Professor Dr.Wipada Kunaviktikul)
Dean of Faculty of Nursing, Chiang Mai University



APPENDIX G

Permission for Use CSQ

From: hazen < hazen@wfu.edu>
Sent: Monday, February 4, 2013, 01:53
To: Xingli <19954406@qqg.com>

Subject: CSQ Permission

Dear Wang Xingli:
You have my permission to use the Organizational Communication
Satisfaction Instrument in your study. Our only request is that you send us a copy of

your results when you are done with your study.

Good luck

Michael David Hazen
Professor

Department of Communication
Wake Forest University

336 758-5404
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Permission of Data Collection Letter
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APPENDIX |

Information Sheet for Research Participants (English version)

I am Mrs Wang Xingli, a master degree nursing students of the faculty of
nursing Chiang Mai University. As a part of my master degree work, | am currently
doing a study on “communication satisfaction and organizational effectiveness as
perceived by nurses in university hospitals, Kunming, the People’s Republic of
China.” The purposes of this study are to examine the levels of communication
satisfaction and organizational effectiveness, to examine the relationship between
each dimension of communication satisfaction and organizational effectiveness as
perceived by nurses in university hospitals in Kunming, the People’s Republic of
China.

We will need 451 volunteers who are staff nurses and have worked at least
one years in university hospitals in Kunming. You are invited to be a part of this
study. The knowledge learned from this study will be utilized for further nursing
research and hospital administrators, nursing administrators can use the results of this
study as basic information to develop a plan to have better communication that will
lead nurses to enhance organizational effectiveness. Your participation in this study is
entirely voluntary. It is your choice whether to participate or not. You are free to
refuse participation or withdraw from the study at anytime without losing any

benefits, and that will not affect their performance evaluation. Your participation in
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the study maybe terminated if you are transferred to another hospital or you resign
from your job.

When you understand the study information and agree to participate in this
study, you will be asked to sign the consent form. You will be asked to complete a set
of questionnaires which include (1) Demographic Data Form; (2) Communication
Satisfaction Questionnaire (CSQ); (3) Index of Perceived Organizational
Effectiveness (IPOE). The questionnaires completion will take about 30 minutes of
your time. A snack shall be given upon completion of the questionnaires. Kindly take
your time to complete the questionnaires in a comfortable environment and return the
completed questionnaires within two weeks.

Your information that we collect form this study will be kept confidential.
Any information about you will have a number on it instead of your name. No one but
the researchers will be able to see it. All of this information will not be shared with or
given to anyone. This knowledge we get from this study will not be shared to the
public as an overall result. Participant’s name and information will not be mentioned.
Any other benefit or copyright that may be the result of this study must be accordance
with the rules and regulations of Chiang Mai University.

If you have any question regarding to this study please contact Mrs. Wang
Xingli, my telephone number is 0871-8185656-2152 and E-mail address is
19954406@qqg.com. Further, if you have questions to clarify, you can contact my
major advisor: Dr. Orn-Anong wichaikhum, faculty of nursing, Chiang Mai
University, whose Email address is ornwichai@gmail.com. If you have any question

regarding to the research human subjects rights, please contact Professor Emerita
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Dr. Wichit Srisuphan, the chairman of the research ethic committee, faculty of
nursing, Chiang Mai University, phone number 053-94-6080.

Thank you for your consideration to be a participant in this study.

Mrs Wang Xingli
Master Degree Student in Nursing Administration

Faculty of Nursing, Chiang Mai University, Thailand
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Informed Consent of Research Participants (English version)

| have read the foregoing information, or it has been read to me. | have had
the opportunity to ask any questions about it and any questions that I have asked have
been answered to my satisfaction. | consent voluntarily to participate as a participant

in this research.

Print Name of Participant............cccooeveieienincnincns

Signature of participant...........cccocevererineninenesnns

Day/month/year
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Informed Consent of Research Participants (Chinese version)
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