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ABSTRACT 

SOFTECH has failed over the five-years of its operations to compete with 

similar companies in the market and 80% of their local project with the 

government is been terminated. In the endeavor to identify the root of 

the problem, I conducted a study that narrowed down to the problem of 

communication between and amongst the company’s departments. Lack 

of a department of communication in the company has facilitated to poor 

and very little communication between and amongst departments, thus 

triggering division among the staff and consequent demoralization as 

well as poor production and high expectation with less resources. 

Establishment of an effective structure of communication should play a 

very significant role in enhancing the company’s productivity as well as 

improved sufficient resources, thus enabling the company to have an 

equal platform in competing with its competitors. With establishment of 

a department of communication with the necessary human and material 

resources, the company is able to enhance the day-to-day activities, thus 

creating a prosperous future for the company. 
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INTRODUCTION 

SOFTECH GLOBAL IT SOLUTIONS PROVIDER Since its establishment 

in 1992, SOFTECH has been continuously providing high-impact, state-

of-the-art IT solutions to their customers worldwide. Their solutions and 
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service have been implemented in countries such as USA, Malaysia, 

Turkey, Australia, Indonesia, Spain and Russia. SOFTECH focuses their 

short and long-term planning based purely in IT sectors such as 

consultancy, System Integration, Airport Business, IT Technical 

Operations, Enterprise Cloud Solutions, Big Data & Cyber security. They 

also believe strongly in strategic partnership and alliances are the best 

approach to getting things done. Our strategic partnership with leading 

international and local principals is aimed at providing the best solutions 

for our customers. No matter how sophisticated the solution and 

technology can be, interaction and understanding between people will 

finally contribute towards success.   

“Great things in business are never done by one person; they’re done by 

a team of people” 

           ~Steve Jobs 

Regardless of all this successful history of SOFTECH locally and 

internationally, the main factor that the company had suffered over the 

last five years is “Poor Communication among department and 

employees”. This factor has badly hit the company financial scalability 

which leads the management to right size the company. 

SOFTECH BACKGROUND 

SOFTECH was established in 1992 in Malaysia as head quarter, has been 

continuously providing high-impact, state-of-the –art IT solutions to 

their customers worldwide. Their solutions and service have been 

implemented in countries such as USA, Malaysia, Turkey, Australia, 

Indonesia, Span and Russia. SOFTECH since his establishment have over 

300 staffs worldwide, where Malaysia, USA, Indonesia and Turkey 
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reside their offices, Malaysia as HQ. During the course of 3 decades, they 

have helped customers to bridge the digital divide and bring IT 

transformation to their organization. Their products and service have 

been implemented in various business verticals and domain.  

Vision and philosophy  

“Solution that FIT your requirement” 

The business of SOFTECH is all about bringing people, ideas, skills, 

products and clients together to form a successful combination. We 

believe in the "Do it" philosophy where our team members are constantly 

challenged to explore new technologies and methodologies to provide 

our customers with premium quality products and services. 

People are our most important asset, being in the service-oriented and 

intellectual property business. SOFTECH expects the best from its 

people, where innovation, creativity and hard work represent the 

culture. Developing a business proposition from a simple idea is what 

distinguishes us most from our competitors. Ideas need to be explored, 

worked and tested on before turning it into a reality. Originating from 

the IT background is what makes our business perspective exciting and 

full of possibilities. The advancements in technology and competitive 

forces are two key reasons why businesses need to be technologically 

driven.  Strong IT skills and knowledge are expected out of our team and 

SOFTECH continuously builds specialized and repetitive skills, be it 

technical or business. And this is what makes our people commanding 

and valuable to our clients, the knowledge of both. More often than not, 

we prefer to remain neutral on our product selection. Quality and 

technical superiority are key criteria. In the final analysis, the integration 
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of technologies must make good business sense to our clients, which is 

what our business is all about. 

The ability to meet our clients' requirements and to continually serve 

with the highest satisfaction level is what we strive for in 

SOFTECH.  While we are relatively young, SOFTECH has managed to 

build a wide range and depth of experience in the industry. But what is 

more important, is our team members' desire to learn, get better and do 

what seems difficult or impossible'. Our drive and commitment is again 

our difference. 

What They Do Best  

Systems Integration, Bespoke Development and Business Process 

Automation are SOFTECH’s specialty. Over the years, they have 

implemented and maintained various high-end, critical systems for the 

Public and Private Sector.  

What Their Business Focus 

 IT Technical Operation 

 Enterprise Cloud Solutions 

 Big Data & Cyber Security 

 Consultancy 

 Systems Integration 

 Airport Industry 

Strategic Partnership and Alliances 

We strongly believe that strategic partnership and alliances is the best 

approach to getting things done. Our strategic partnership with leading 
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international and local principals is aimed at providing the best solutions 

for our customers. No matter how sophisticated the solution and 

technology can be, interaction and understanding between people will 

finally contribute towards success. 

 

 

LITERATURE REVIEW 

Among the most central aspects of any organization is communication. I 

have observed that traditionally, managers spent majority of their time 

within organizations dealing with one aspect of communication or 

another. The success of any organization has much to do with the 

effective of its communication. However, in the contemporary society, 
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the service workers of many organizations have exceeded production 

workers, thus communication has become more central to them than 

among the managers. The production process cannot be successful 

without effective collaboration between and amongst the various 

departments of an organization. Team work is central between and 

amongst diversified functional levels, and it can only be enhanced if an 

organization has an effective system of communication (Baker, 2002, p. 

1). Moreover, the world is experiencing numerous changes in 

communication technologies, thus triggering a dire need for all 

organizations to update their system to enable them stand-out in the 

competitive global market. 

The greatest problem in XYABSE is poor communication in terms of 

quantity and quality of communication. As observed earlier on, 

communication is very central for the success of any organization, thus 

lack of it or having too minimal communication between departments 

Means that some departs are acting without sufficient information. 

SOFTECH is an IT company, with about three hundred employees 

worldwide (Boston, Indonesia and Malaysia), with its HQ based in Kuala 

Lumpur, Malaysia. The company provides IT solutions to government, 

private, airports. The company has a number of departments, including 

management, SE, SA, human resource, sales and marketing, Cloud, 

CAG, DEV. Thus, the company lacks one of the most central departments 

of an organization, the communication department, which facilitated to 

very poor inter-departmental communication. 

SOFTECH has three major problems, which have hindered the success of 

the company: Poor production, high expectation with less resources and 

demoralized employees. These problems have their roots in the poor 

communication between and amongst the various departments of the 

organization. Lack of a communication department in the company has 
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facilitated to inadequate communication, consequently poor production, 

poor distribution and demoralization of the organization’s staff. In any 

organization, there is a need of the right hand to be aware of what the left 

hand is doing. Often, the management of the organization makes 

decisions regarding the employees, without bothering to seek their 

opinions on the subject matter and only communicates through memos 

on notice boards or during the monthly briefings of the new rules and 

regulations. Moreover, a department can implement a policy and 

without making the necessary consultation with the other departmental 

head proceed to implementation, thus triggering pronounced challenges 

for those departments. 

Lack of teamwork between departments has facilitated to company 

incurrence of numerous losses, and it seems the management has been 

doing very little to establish a cohesive communication system. 

Sometimes, departmental heads discuss issues with some other 

departments’ members without much involvement of the leaders of 

those departments, and proceeding to implementation without seeking 

the position of those heads; often, the leaders are just reported to of 

decisions already made with little or no provision of alterations. For 

example, the SA department and DEV department always have issues on 

the project delivery method, thus triggering departmental conflicts, 

because the manager’s decision overrides the departmental decision. The 

difference of SOFTECH with other organization is that others give more 

power to their employees and consideration in order to carry on the 

project completion in the good out in contract with SOFTECH the 

employees are oblige to follow the boss idea even if not good idea. Back 

to employees just execute the order even not getting any understanding 

of project. That method of work will tarnish the image of the 

organization in the competitive environment. Also diminished the 

organization credibility in local and international market. The poor 
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communication is a big challenge for the SOFTECH to restructure the 

company or resize it. 

THE PROBLEM 

The greatest problem in XYABSE is poor communication in terms of 

quantity and quality of communication. As observed earlier on, 

communication is very central for the success of any organization, thus 

lack of it or having too minimal communication between departments 

Means that some departs are acting without sufficient information. 

SOFTECH is an IT company, with about three hundred employees 

worldwide (Boston, Indonesia and Malaysia), with its HQ based in Kuala 

Lumpur, Malaysia. The company provides IT solutions to government, 

private, airports. The company has a number of departments, including 

management, SE, SA, human resource, sales and marketing, Cloud, 

CAG, DEV. Thus, the company lacks one of the most central departments 

of an organization, the communication department, which facilitated to 

very poor inter-departmental communication. Despite of all these 

potential of the organization locally and globally SOFTECH is losing the 

trust from public because of his poor communication that has converted 

to a virus speeding on all level. The issue obliged middle managers, team 

leaders from reporting authentic information to top management in 

order to making right decision therefore it dramatically influence the 

company decision making procedure.  

In SOFTECH the fact that the company financial medium is declining in 

last two years, it impacted the company even to pay salaries of the 

employees and their social welfare (EPF). This is issue is occurring 

because poor communication within the organization. This poor 

communication can be describe as miss guideline for normal employees 

of doing their job, lack motivation and appreciation from management. 
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In addition to the above issues management have no much consideration 

of employees suggestion, their no open discussion on projects the 

employees take lectures from high management then execute. High 

expectation from the company on employees but no more than 20% 

input.   

OBSERVATIONS 

To evaluate the intensity of communication problem in the organization, 

I interviewed six employees from each of the company’s department and 

observed that indeed, the inter-departmental communication problem is 

more pronounced than it seems to appear on the surface. 

 From the SA department, their greatest challenge was plans which 

are made by the company’s management and for them they are 

just required to implement those plans. Such makes the 

department management very tricky because they are never sure 

when the management will override the plan and impose theirs. 

 Human resource department observed that sometimes a 

department can decide to fire an employee without submission of 

a clear report on what anomalies led to such a decision. 

 There is no very clear structure on how the company finances 

should be released: Sometimes, the CEO might decide to ask for 

certain amount of money for activities not related to the company, 

with minimal accounting for the money and without following the 

established protocols. 

 Management high expectation with less resource which is causing 

serious problem on project delivery. 

 EPF not regularly accredited  

 No consideration of employees comments or suggestions   
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SOFTECH from 1992 -2010 had more than 900 employees worldwide, but 

due those above mentioned many has changed for better opportunities. 

In the current workforce 50% percent of the local employees are not 

happy with the company policy. In the other hand 30% has been loyal to 

the company for about 19-20 years although they not really satisfied but 

they always remain with the company, because of their trust of the CEO, 

some describes those folks as boss relatives.    

All the organization interviewees observed that the organization needs to 

establish a communication department and a clear structure on how to 

communicate with other departments, because the contemporary system 

has terribly failed the company. 15% of the employees are top 

management they are really happy in SOFTECH because the company 

provide service car, mobile phone postpaid and very good salary which 

they can’t get elsewhere. According to some employee’s top management 

won’t hesitate of firing anyone trying leverages their weakness or 

whatever even if you are doing very well in your job. The remain 5% are 

international, they are actually not being bias sympathized with local 

and doing well internationally since the company new business model is 

to target overseas market. 

DISCUSSION 

SOFTECH is an It company since 1992 its core business remains 

unchanged over the past two decades. The organization has always work 

extremely hard to sustain in the in business national wise and 

worldwide. Also maintains reputation until five ago. The company in 

this two years is suffering from recession or financial instability that left 

it incapable of paying employees’ salaries and some the social well fare. 

Based on my analysis on the situation as employees and I succeeded of 

interviewing some of my colleagues, I come to a point that the cause of 
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that financial instability and lack of integrity in local market is due a poor 

communication within the organization.  

Communication is the most important entity in a company. In SOFTECH 

I can leverage that as top management including the CEO and some 

SVP’s are   in advance in terms of motivations, innovation and creativity 

since they have exposed to global business environment and culture. 

These top managements failed to transfer the knowledge to normal 

employees for better implementation. In a situation like SOFTECH 

managers must consider the level of their staff and know about their 

strength before assigning or involving them. Some staff complained 

about expectation waiting from them with less input, in other words, 

management assigned project without training, no proper guidance with 

less resources.  

SUGGESTION 

Suggestion to SOFTECH management is to imply these ten 

communication skills. 

 Listening. Being a good listener is one of the best ways to be a 

good communicator 

 Nonverbal Communication. Your body language, eye contact, 

hand gestures, and tone all color the message you are trying to 

convey. 

 Clarity and Concision 

 Friendliness 

 Confidence 

 Empathy 

 Open-Mindedness 

 Respect 
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SOFTECH is in the IT industry still has way to prosper in international 

market again with its robust airport solution but in the last 5 years it was 

suicide for them in local market by getting terminated from SOFTECH 

top projects s. Among many projects these are the most income generator 

to SOFTECH. SOFTECH must improve the communication in the 

company to avoid influencing in international market as well. Other 

alternative for SOFTECH is make new recruitment, as the age of now 

70% of the management has been working with the company for more 

than 12years make earning good cash. Some of these managers just work 

to please to the top managements instead performing for better of the 

company. They have no respect normal employees and don’t even 

hesitate to fire if anyone leverage or point out their weakness. This kind 

of attitude in workplace is really inacceptable. 

Hinds and Keisler (1995) have observed that sharing of information 

across boundaries enhances collaboration and consequently production 

of the company. When employees share information on what they are 

doing or what they are thinking today, the other employees as well as the 

management tend to also release the information, which sometimes acts 

as a great resource to the departments in question 

Among the most important aspects of communication is enhancing 

interpersonal relations (Bartoo & Sias, 2004). With an effective structure 

and system of communication, the employees and the leaders shall be 

able to interact at a more personal level and more extensively leading to 

unity and consequent team works, which are very significant in 

enhancing a conducive workplace environment. As observed earlier, 

SOFTECH employees are relatively demoralized because of the 

company’s failure to communicate and encourage them often. 
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PROPOSED SOLUTIONS 

Chen (2008) has observed that “Excellent internal/employee 

communication is essential in any organization if it is to survive and 

thrive. As a management tool, it helps identify, establish, and maintain 

relationships between an organization’s management and its employees” 

(p. 167). The existing research has posted that having an effective 

employee communication facilitates to the building of satisfactory 

employee-organization relationship, consequently increasing public 

relations and communication functions values to the organization in 

question. Diversified studies have also identified a correlation between 

the employees’ rating of the communication of their managers and 

profitability of business unit (Grunig, et al., 2002; Gray, 2005, p. 15). 

Thus, the performance of any organization is associated with the 

effectiveness of the organization’s communication system. 

To facilitate effective inter-departmental communication, SOFTECH 

needs to start with the most basic aspect: Establish a department of 

communication; in IT sector we can R&D research and development unit. 

A department of communication in organization facilitates the entire 

company’s communication activities (Chen, 2008, p. 1-2). The department 

of communication should operate an established protocol on what needs 

first priority in when it comes to implementation of diversified activities 

from various departments. For example, if the drafters of the structure 

are to rule that the decision of the CEO needs a confirmation from the 

board members prior to implementation, then it should be clearly 

communicated to the departments and the channel to be followed in 

communicating any message. For example, before a departmental head 

decides to fire an employee, the issue should be communicated to the 

human resource department through the communication department to 

facilitate appropriate procedure of dealing with the employees. 
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Equally important is to establish a system of giving feedbacks to all 

communication. For example, the SA department should not just be 

required by the DEV department to deploy or develop anything, without 

involving the communication department. The department should be 

central to all the activities of the companies; thus day-to-day activities of 

the organization should be facilitated by this very significant 

department. The department shall seek clarity from departmental heads 

on any vague information that reaches the communication department 

prior to the implementation. Together with the communication 

department and the structure establishment, there is a need to provide 

effective training of the staff, departmental heads and the staff in 

communication department on how to have an effective communication 

within and without the organization.  

The company should also establish a top-down and a bottom-up 

structure of communication, thus ensuring effective sharing of 

information and ensuring enhanced productivity. Finally, the company 

should outline the contact points for diversified issues as advised by 

Rogier (2010, p. 1). In addition, letting employees expressing their mind, 

comment and suggestions in projects planning process, will give them 

high motivation to contribute on the project success. The high 

management should also consider claims from employees such as EPF, 

guaranty insurance to employees in case they met accidents. Etc.    

CONCLUSION 

In decision SOFTECH management should work on improving the 

communication spectrum in the organization for the better advantage to 

regain back trust and integrity in the local market. SOFTECH as Malaysia 

company with must trust and credibility locally so that reputation will 
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easy the access in international market because cross countries business 

needs the support of one government to be more powerful.    

In SOFTECH acquiring the skills of good communication is not difficult.  

Using them when it really matters is the difficult part.  To help, there are 

several things you can keep in mind. It takes two sets of skills, which I 

have called expressive and listening skills, to give and get information.  

A further set of skills is then needed to manage the overall process. 

Often, however, there is more good will between people than is at first 

apparent.  When everyone understands all the information, and when 

there are good enough relationships between people, resolution often 

emerges easily.  

The two most common barriers to effective communication, I think, are a 

lack of skills, and the rules which forbid certain information.  Using the 

skills within the existing rules may resolve many issues.  The difficult 

issues, however, may not be resolvable within the rules. It is when you 

use your communication skills to renegotiate the rules that real 

improvements in relationships and in problem solving become possible. 

IMPLEMENTATION OF THE SOLUTION 

Preparing a communication system structure and a communication 

department are quite demanding tasks. With the current status of the 

company, there is a need to start from the scratch, overriding the 

prevalent system and laying down a totally new and more effective 

structure. The most significant resources that are required for this noble 

duty are human resources.  

The approach is simple. First, senior leaders develop a succinct, short 

message. They then divide up the front-line supervisors into equal 
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groups. The leaders go out into the work areas of the supervisors, discuss 

this message, seek open discussion and check for retention with the 

supervisors. This can be done individually or in small groups. 

Next, the supervisors meet with their employees in small groups and 

deliver the same message. After a short period of time, usually around 

two to four weeks, the leadership group interviews a sample of the 

hourly employees to determine if they can explain the message. They 

develop questions specific to the message delivered so that there is a 

standard approach to talking with the hourly employees. The goal is to 

have 40 percent retention, meaning that 40 percent of the employees can 

clearly articulate the message. After attaining 40 percent or better, the 

next message can be developed, and the cycle begins again. 
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