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The project work hinged on management perception of public relations (PR) in '

service organisations, based particularly on GNAT. The aim was to bring to light the lapses Y

_ in PR of GNAT and examine management plans to check or minimize these setbacks in

order to prornote effective public relations.
Y

-

A descriptive study involving a total population ot 140 members was carried Out.

Respondents were made up of ful1·time senior management staff at national, regional and

district secretariats of GNAT. Self-administered questiomiaires were sent to gather data

from respondents. _

The findings from the study disclosed that public relations was facing problems and Y

needed to be reduced to enable PR contribute to achieving organisational goals. The study ‘

indicated further that respondents understood the role of PR but it was noted that PR

wasbesetwith problems due largely ro low management support. —

Significantly, the study revealed that respondents considered PR. relevant.However,the

study disclosed poor management attention for PR programmes. To this

end,respondentssuggested that communication matters and PR generally, should beadequatelytinanced

and supported to enable GNAT meet the needs of its vast empire of publics and _

organisational goals. Y
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CHAPTER ONE F

mrnooucrrou
· 1.1 Back?round totheY

_ Public relations is that management function that concerns the relationships °

and communications that individuals and organisations have with other groups to

A bring about mutual understanding and goodwill. ln view of this, the Foundation of

Public Relations Research and Education, tbunded by members of Public Relations
i

Society of America (PRSA), in 1975, defined public relations as:

.4 distinctive, management function whiclt helps establish A

_ and maintain mutual lines ofcommunications, understanding,

Y acceptance, and cooperation between an organization and its
Y

F , publ°ics,... and uses research und sound and etliical communicationJJ.E
‘

5..Y
V

l
techniques as its principal tools.} _

Y

_ Accordingly, Arens and Bovée (1994) state that PR refers to building good

_ relationships with other groups by ensuring that someone in the organisation takes

the time to cultivate relationships with the right people. Arens and Bovee state

limher, everyone in an organisation or a S€I—up has relationships with groups of
Y

people who are affected by what the. organisation does.: These groups of people —

might be employees, customers, suppliers or shareholders.
Y

_
Y

Obviously, each group can be considered as one of an organisations publics and ·

each group is expected to develop and maintain favourable co-operation with most,

if not all, of the organisations publics.3 lf an organisation falls to win the

goodwill ofits publics the consequence can be severe._lt could be in _
Y
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«termsof loss ofcustomers, time lost in dealing yyiih complaints or lawsuits andloss,._

ol reputatron. This rs partrcularly so rn times ot crrsrs, emergency or drsaster as

well as major policy decisions rlike changes in management Ü. Representatives of

more than thrrty regional and national public relations assocratrons who gathered rn

_ Mexico City in 1978 defined public relati_ons practice as:
i

.

The art cmd social science ofanalyzing trends, predicting their

· consequences, counselling orgcmiscitioirs leadership, cmd

imp/ementing plcmnedprogramtnes of action which will serve
-

both the 0I‘gGt'tISCJfI0t1 s and the public interest.

Wayne and Dauwalder (19941 state that managers at all levels plan,

organize, direct and control activities of the organisation. adding. "each of these
.

tirnctions depends on good communication to achieve the set goals".i The problems i

ii
facing public relations practice in GNAT make it less effective to meet _

i organisational objectives. In many service organisations, the Public Relations ‘ . _

, .Officer has other people or qualified personnel working under him or her. Though

· Ü
the task of the Public Relations Department of GNAT is quite big. it is woetirllyunderstaffed. i

Similarly, the public relations unit is given very little tinancial support to

enable it carry out its work. Agee Q Q (1992) state that public relations

‘ departments can function only wrth the consent ot top management. ln GNAT.

public relations does not en_joy rnanagernent support, attention and

understanding. Undoubtedly, these setbacks tend to reduce how well public

relations of GNAT can function. _ _
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1,2 Brief History of GNAT

Ghana National Association of Teachers is a service organisation that is

concemed with ensuring better conditions of service for its members who are drawn

from pre-temary levels of_the —-educational system. Members of GNAT are drawn

from public and private primary, iumor and senior secondarv schools, training

colleges, technical institutions and offices of educational administration units. The

total membership of GNAT is 120.000.

The first teachers’ union to be formed in this country, then Gold Coast, was

Government School Teachers’ Union (GSTU). The GSTU was formed in 1925 to i

serve as a platform for teachers to express their views on issues that affected their
, 1

conditions of \VOI'l·{, As the name stands,GSTU did not represent all teachers since it

excluded teachers who did not teach in goverrmientschools.'
!· Following a massive protest by teachers against the colonialgovernment’sattenipt

to impose 29 per cent tax on their salaries, teachers, in mostly schools set up ·
by religious bodies, formed the Assisted School Teachers’ Union (ASTU1 in 1931.

{ Unlike the GSTU, the ASTLT embraced teachers in both govemment schools and

those set up and managed by ureligious bodies. In 1956, GSTU and ASTU reached

an agreement to come together as one union and took a common name, Gold Coast ‘

i Teachers‘ Union (GCTU). In 1958, GCTU joined with the Union of Teachers and ‘ '

Educational Workers (UTEIW1, now Teachers and Educational Workers Union

1TEWUl,as one of the then fbuneen affiliated members of the Trades Union

Congress (TUC1.

{1
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. . . .However., teachers did not tavour TL=C s over-dependence on the CPP

ä
govemment and therefore decided to opt out as Osae (1981) notes,to avoid being.

dragged into ideological controversies of govemments, whether in power or norm
·

§ Consequently, the then President of Ghana, Dr. Kwame Nkrumah, agreed toI

E

ig teachers’ demand to back out of the TUC. On
l=1‘h

July, 1962 the Minister of _

Education fomrally inaugurated GNAT as a separate Organisation from andrrindependent of the TUC .

1.3 Arms and Ob ectrves of GNAT ‘

$3 Ghana National Association of Teacherrfg enjoys a legal status. An Act of » t=·*

Parliament. Act .506, 1995 that set up the Ghana Education Service Council, clause

l6(l) provides that “The organisation called Ghana National Association of

Teachers has been fomred to seek and promote. in accordance with law. the interestsI G . .. ,13 . . . . . .and wellberng ot rts members’. The mrssron ol GNAT rs to negotrate wrth

employers of teachers, Ghana Education Service (GES), for better, attractive and

secure conditions of service for its members, as well as put its professional know-

. how at the disposal of society.

Specitically, the aims and obiectives of GNAT are outlined in its constitutiottas follows: 3
- To bring. all qualitied teachers in public and private institutions in Ghana into a .unitied association. .
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— To promote academic standard, professional competence and conduct of
members.

- To promote the interest of teachers and secure for them attractive conditions
of service that will retain them in the profession.

— To provide intemal economic and welfare services to members.
- To co-operate with the Govemment of Ghana in the pursuit of educational °

advancement.
4

· ~ To arouse and increase public interest in educational affairs.
G

. — To place the services of the. .Association at the disposal of public bodies and
. . . . . . . r 5other organrsatrons rn the pursuit ot education.

. Ghana National Association of Teachers decentralised in 1994 to give a

· measure of authority to local braziches to manage their own affairs. The reaäéon for
G

creating a local authority, as Garbutt (1985) states, is “...to clarify lines of

management. financial control and delegate more decision—making to local .
. . „ „ . . . . . ra . .management wrth a fuller knowledge of conditions in their- areas". In sprte ot ·

decentralisation in GNAT, the national secretariat coordinates and monitors the
9

· ‘ programmes and activities of all branches to ensure uniformity and fairness at all

levels of the Association. » _
V

1.4 Origins of Public Relations Practice in GNAT . ~G
The earlier teachers‘ unions used negotiations, petitions and interpersonal contacts to

l
deal with their various publics. For example, one of the unions (ASTU) sent a

petition to the colonial government to withdraw a 29 per cent tax it intended to slap

on teachers’ salaries in the early 1930s.
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In the 1970s,. GNAT appointed Apraku and later Armah as editors
(of

its

newsletter "The Teacher“. According to the current General Secretary of GNAT,

Mr. Paul Osei·lv1ensah, the editors were also to act as Public Relations Officers but

this attempt failed because, as he put it, l‘these appointees had no training in public .

relations to be able to do better". ‘ 4

In 1990, GNAT set up the Communications and lntemational Relations

V Department to take charge of and organise public relations programmes and
(

A
activities. In the same year, a trained joumalist, Mr. Nicholaus Kodzo Akyire, was

A appointed to run the department. Kodzo Akyire now represents GNAT as its Public

·Relations Officer. He is an accredited member of the Institute ofPublic Relations

(IPR), Ghana. —

1.5 Role of Public Relations in GNAT

The rapidly increasing infomtation technology and advancement have

created complex work settings and improved people“s outlook, as Argenti (1994)

states, making them tend to be more skeptical and more educated.l(°

As in numerous service organisations, GNAT°s public relations department is

·
I

responsible for publishing newsletters and bulletins, preparing press releases, .

‘ organising press conferences, serninars and workshops. Besides, the PRO is

expected to develop international relations policy for GNAT, undenake protocol
U

‘
y

' services and advise management on policies GNAT should adopt to promote the

image of the organisation.]? · °
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1.6 Objectives of the Study _

° This studywas done to collect infonnation on management perception of

public relations in GNAT. Specific objectives of the study are stated as follows:

1. To identify GNAT"s publics. I

2. To bring out the lapses in public relations practice of GNAT. _

3. ~ To identity management preferences of media to send messages to GNAT's

pubiics.4.

To find out management understanding of the role of publicrelations.S.

To examine management plans to promote better public relations in GNAT. E

° 1.7 Problem Definition °

’ U
Communication breakdovm or infomiation gap is not a healthy occurrence in

· any service organisation. There is widespread view that public relations practice in

y GNAT lacks credibility and is poorly recognised by management., ln recent times; »

E
GNAT has had to contend with membership complaints such as poor salaries and

i

bad conditions of service. For example, the National .Association of Graduate
i

‘ Teachers (NAGRAT') accused GNAT of blocking free flow of infomiation about

g decisions taken by Ghana Education Service concerning teachers’ demands fbr better ,

conditions of service. Besides, the general public expresses some dissatisfaction with

the perfomiance of members of GNAT. «
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relations practice run smoothly und satislactorily. To what ettent, therefore) does

. management perception affect public relations?

l. Does public relations i_n GNAT really face problems? _

2. Can management identity GN/\T’s publics'? _

3. Does management make appropriate ehoices of media when sending messages to

GNAT’s publics?

4. ls management strpport adequate for public relations'?

„ 5. Does management understand the role of public relations. ; ° — ~

· 6. Does management consider it relevant to promote better public relations in GNAT'? _

1.8 i Siv,niücance oftheStudyTeachers
are commonly known to assume the responsibility for the formal education and ~

learning of pupils orstudents. lmportantly, teachers need to be sufticientlv.informed about

·what goes on in GNAT so that they do not leave the classroom to seek clarificatiou on

issues that affect their work.

The study was designed to bring to light the lapses in GNAT’s public relations

practice. Also. the studyAdesigned to help management to appreciate the role of public

relations. Above all., the study was intended to help management identify measures that

could help limit the lapses in public relations practice to be able to meet the needs of the

organisation’s publics. .
V
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g A CHAPTER TWO -”

LITFRATURE—°?·iREVIEW 4 ‘

_ The study examinedmanagement perception of public relations in service

organisations, and centred specifically on Ghana National Association of Teachers

(GNAT). Various scholarlfi works, both local and toreign, found to be relevant to

the study were reviewed.

Z-l
i

Aceording to Wonmant(1988), perception refers to leamed acts that make

some people either like or dislike others, events or ideas.} ln like manner, Feldman _

~ ’
( 1989) states that perceptiot§is_ the process by which we sort out, interpäet, analyzei .

— ‘
and integrate events to which our senses are exposed.2

F

As may be widely known, for management to take the best decisions from

among several options, it is important to share roles by means of appropriate

· · 4 infomiation systems and team work. Mullins (1997) states that perception concems
9

_

1
‘ ‘ infomtation processing that helps managers to judge the behaviour and intentions of

other people. He goes on to say that judgement of other people can also be

influenced by perceptions of such factors ‘as "role or status, occupation, physical

factors and appearance, and body language that help to draw inferencesilrom say eye _ ‘ i

contact, tone of voice or facial expressionsfß Explaining further, Mullins (1997)

i
said differences of perception result in different people seeing different things and

in

attaching different meanings to the same thing.
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Every person sees things in her or his own way and as perception becomes a

person’s reality this can lead to misunderstandings. The accuracy of personal

opinions and the judgements made about other people are influenced by such factors

as; "the nature of the relationship between the perceiver and the other person; the

amount of information available to the perceiver and the order in which iniomtation ·
P

is received; and the nature and extent of interaction between two people,

According to Cutlip Q Q (2000), early researchers ca_st mass

communication in the role of telling us about events, things and places we could not

experience directly ourselves. This, they said, created a situation that Walter

. ' . nä , .·· Lippmann descnztbed as athe world outside and the pictures igéi our headsi. There rs-,

therefore, a lftriangular relationship" consisting of the scene of action, perceptions of

that scene, responses based on that scene and the impact of the responses to the

. . _„ . 6
I

original scene O1 action.

I
Management perception of PR in some organisations is likely to be healthy if -

Public Relations Officers hold top positions in the organisations. Diabour (l992“) did

. · a study on the attitude of management towards public relations practice in ten

I
organisations in Accra. He found out that “Public Relations Executives above the

rank of headis of departments level had no problems getting access to top

managementand constantly joined the top management team to forrnulate corporate ·

r
I

policies".7 These tindings are nct likely to lit the PRO of GNAT since he has no

place at the top management level because he is not above the rank of a head of

department.

l ·1;

Il

University of Ghana  http://ugspace.ug.edu.gh



'
13 ·

Management perception in most organisations tends to be very low for public ·

g relations practice in spite of the common knowledge that public relations is part and
parcel of what management does each passing day. Turkson (1986), in a study of

. the public relations section of the University of Cape Coast (UCC ), observed that
“the PR outfit is not limctioning as effectively as it should. and that is mainly

U

. . 8 .attributed to the low status ol the head ofthe Section?

The tindings Turkson made contirmed an observation by Ansah (1990) that

“several organisations have PR departments or even use outside counsellors, but

äiere are not many chief executives who really appreciatezi the value of PR and its Ii

positive contributions to the organisation?

. 2.2 Public relations practice in Service Orv,anisations _‘

. According to Jackson and Center (1995), the assigned roles of PR _

practitioners vary from organisation to organisation. They, however, stated that

broadly, roles have been categorised by research on the basis of behaviour and
. . . io§ strategy as repoited by practitioners. These roles include:

- Communication technician, who prepares infomiation for intemal or extemal
audiences

-
V

Expert prescriber, who devises programmes, and oversees implementation.
Ä ”

Communication facilitator, who provides liaison, interpretation, and
Ä . - mediation between an organisation and its publics.
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— Problem-solving facilitator, who consults and collaborates on matters
_ involving diagnosis, planning, implementation and evaluation ,

Ii

. .Jackson and Center stated tirrther that the PR practitioner should have the

ability to help an organisation adjust to its total environment. As a result. thev

outlined the work or _job that is carried out in an organisation by the practitioner in

. ii ·5 the following ways: r

I
1. Writing

5
‘

2. Editing .
I

·

{ 3. Submitting newsworthy material to appropriate outletsI
4. Preparing speeches for others and giving speeches

, _ 5_ Arranging for p_rinted matter, 1-zlides, and films_I
‘ 6. Programming campaigns and special events

7. Supervising institutional advertising programmes i
„ 8. Preparing reports, position papers, public statements .
.

i
9. Monitoring meetings and interpreting conclusions

_ l0. Training spokespersons, being one her or himself

5
I

l l. Planning a budget, operatingon it and acdounting for the outcome
i 4 12. Evaluating public opinion, programme results and competitive data.

(

2.3 Theoretical Framework I

According to Gill and .lohnson ( 1997), a theory is a set of ideas that is formulated as
regards cause-and-effect relationships between two or more variables, which may or

I

" . . I]1 may not have been immediately tested. _ _
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Transactional Analysis (TA) was used to support this rese.-arch project

because, as Newstrom and Davis (1993) state, perception and communication are

ümily embraced. Ongmally developed by Eric Berne in the 19>Os, TA isnow a

theory which, as research ündings show, encompasses personality, perception and -
communication.

According to Newstrom and Davis (1993), the theory states that personality
L

??Ä is made up ofüthree ego states which are revealed in distinct ways of behaving that

manifest themselves in gesture, tone of voice and action, almost as if they are
·‘ · different people within us". The objective of TA is to provide better understanding
. of how people relate to one, another, so that they may develop improved

i

. . e . . I4 ,,§, _~ .communicatiop and humanrelattonships.·

Newstrom and Davis (1993) state that in Transactional Analysis, two people . j
interact with each other from one of three psychological positions, knovym as ego

states namely; parent ego state, adult ego state and child ego state. These ego states
. „ 1: ·_ are explamed as tollows:

N

.- People whose parent ego state is in control may be "protectivc,
. controlling, nurturing, critical, or instructive". They may firmly

. refer to policies and standards with such comments as “You know '°
the rule, Akua. Now follow it".

- The adult ego state will appear as “rational, factual and unemotional
behaviour?". lt tries to upgrade decisions by seeking and receiving facts,

ii

processing data and holding factual discussions.
The child ego state retlects the emotions developed in response to childhood AE
experiences. lt may be “spontaneous, dependent, creative, or rebellious".
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— il_.ike an actual child) the child ego state desires aisggroval from others and V

prcfers iinmediate riewards. lt can hc identilied by its emotional tone as when

an employee comments to the supervisoi;.
“You

are always picking on me'?.
”

According to lylullins tlthlhb T.·\ can help understand human behaviour. lt ·
T

can help toimprove cot·nmtin‘ication skills by assisting in interpreting a person’s

I - ego state and- which form oli state is Iikely to producc thc most appropriate
i

. response; Transactional .-\na|ysis should lead to improvemcnt in both customer
i

I I relations and management—employce relations. Transactional Analysis can be scen ·
T

T
I

T
as OB valuable tool in which we can understand social situations and the games that °

I

people play; both in and outside work organisations".Hl l·le concludccl that TA

A
emphasises strong links between perccption and communication.

T

I 2.}„1l liäelcvancc to the Study
A

i‘
Tlieiproject work was intended to esamine management perception of public

relations iniservicc organisations. .-\ccording to lvlullins (l997L the lheory of;
i·

· Transactional‘ Analysis (TAM provides a close link between perception and
.i

_ communication.E .-\s a resulb T.-\ is relevant to this study in the following ways:
T

— Il-lclped to provide a backgrouiid to the methodology of thc study.
i

— l-leilpcd to formulate the hypotheses for the study.

I
— Helped to shape and clarify the understanding ofconcepts used in the study.

i
— Apart from hclping to generate the assumptionö TA cnsurcd the coherencc .

I - . and harrnony necessary.- rn link the parts ofthis research pro_ject. _ T

.‘Q‘ ar „ I
. Q. Q · V Q .
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METHODOLOGY

3.1 Research Design

The project work was a descriptiye.study that was based on management

perception of public relations. lnfonnation was collected from full-time
I

management staff working at national? regional and district secretariats of GNAT. .

The study took account of only the full-time staff because they were easily reached.
l

3.2 Data Collection Method
A

· Questiomiaires were designed to obtain data from respondents. Two different

gets of qugzstionnaires? made up of clägsed and open-ended items? were sent
_‘

· · · respondents to be self—administered. One set was designed for national andregionalfull-time

secretaries while a second set was prepared for district secretaries.

Differentquestiomiaires were used because it was assumed the national/regional
I

staff perception varied from district staff. The reason was that the district staff were

„ relatively new on the job. Open-ended questions were added to let respondents

express their own reactions to some more probing questions. (see Appendices
‘A’

and
‘B‘l.

·
l

‘ Conceming questionnaire administration? pemnission- was sought from the

- GNAT Research Director and Regional Secretaries to administer them to the

respondents. l
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3.2.1 Questionnaires Return Rate
7

V Each of the 30 respondents at national/regional secretariats was sent a ‘

questionnaire to respond on management perception of public relations. Of this

A
number) 25 responded and retumed· same. At the district secretariats, 110

jquegtiomiaires were sent to respondents. Of this number, 75 responded and retumedsame. V
4

One hundred out of 140 respondents answered the questions and retumed the .

questionnaires to the researcher. Thus, the ‘r€tum rate was approximately 71.43%. _

V 3.3 Sampling Method

O
.

l

The study coveredthe entire population of 140 management ggafti They
i4

i
included the following members:

' T

. - Management Staff at Headquarters: 10 _

- Management Staff at Regional level: 20 V -.

· - Management Staff at District level: 110 _
”

V
V

Total Management Staffof GNAT: Ä .
S

‘ . The elected ofticers were not covered because they were so widely scattered ° _

that it_was not easy to reach the maiority to collect information from them.
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2]3.4

Data Tabulation and Anlaljggjs u . _
l

Data gathered were manually transformed to make them. statistically

4
l-1T1€31'1111gfL11. As Baker (1988) states, once data are collected, they must be put in a

form that can be »analyzed.| ln like manner, Arens and Bovée (1994) agree that

. responses to questions must be checked to eliminate errors and inconsistencies.2 To .

„ this end, data gathered were organised, edited, and tabulated. Wayne and Dauwalder

(1994)·indicated that data obtained can be fftransformed by tabulating the responses
h

to the questions and calculating the percentages for all responses to each question’“.3

1
3.5 Operational-Definitions

l
_,

l

· Accärding to Kataer et_ al (1991), The “¤p”ém1¤ns*· in operational

. definition are procedures and steps that one must go through in the real world in u
n

r ( :

order to observe the concept being defined.4 ln this study, some of the concepts used

have been operationalised as follows:

1.
h

Management: A11 teachers appointed by GNAT to hold office on full-time

basis to direct and control affairs of the organisation.
1

.

. . . 2. Publics: Any person or group of persons that GNAT has something to

1
‘,

u
do with and vice-versa, for example, teachers, students/pupils, parents or

u

_ GES/Government ofticials.

3. ‘ Service: A duty that GNAT does for its publics e.g. formal education to

pupils/students.
‘

‘ 4. Organisation: GNAT as a body or set-up.
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5. Teachers: All employees of GES directly helping pupils/students to

acquire fomial education. V

6. Legal Status: GNAT’s positi_on as recognised by law.
I

q

i
7. Negotiationsz Demands GNAT makes from its employers for better

E

‘ conditions of service. _ A

‘ .8. Pre-tertiarv Institutions: All lower levels of the formal educational system

that members of GNAT renderla service to help pupils/students leam and
4

get paid for their services.

’ 9. General Secretary: The senior-most full-time employee of GNAT. l

_

4 · 10. Elccted Ofticers: Teachers by ballot periodically into executive .

_ positions to make broad policies—ofGNAT.
I

A
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CHAPTER roun
v

° ” FINDINGS °

L
This Study was designed to examine management perception of public .

I relations in service organisations. Out of 140 respondents 100 responded and

retumed the questionnaires. This gave a return rate of about 71.43%.
E

4.1 Identified Publics of GNAT
‘

‘ In Table l below, respondents agreed that teachers constituted the most .

' important public of GNAT. All 25 respondents at national/regional and 75 at district

7 E ’
levels indicated that teachers took the first place in everything GNAT decided te dd

Table
:1:

Percentages of responsesindicating the foremiost public of
GNAT

Respr;°ndent5’ View Pupils/Students Teachers Parents Other T0t¤‘ r 5

. *
<· l ·• <> «~ · · .

r
/0

1
/0 Ä; /0

‘

. ‘ .
l .

Ar National/Reg, l„evels _ 0. 0.0 25 25.0) _' 0 0.0 0 0.0). 25

i. At District Levels___
h 0. 0.0) 75 75.0) 0 0.0) 0 0.0) 75 '

‘
Total . 100(l00.0) . 100 ·

Respondents also listed various groups that made up thepublics of GNAT as ·

including teachers, pupils/students., parents/guardians, tertiary institutions, Ghana
7

Education Service/Govemment, Central Management Board (CMB), Civil Society
E

1 . Groups such as TUC, Education lntemational (El) and other national teacher unions

Ä worldwide. .
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.4.2Lagses ldentified in public relations of GNAT

In Table 2 below, three-tilths (60.0%) resporidents at national/regional levels _

agreed that the shortcomings in public relations of GNAT were due to inadequate ,
‘

_ funding. More than a quarter (28.0%) of respondents said the problems facing

. public relations were due to weak staff training/understafting while one in l3 (8.0%)

respondents said the problems were due to the low image of the Public Relations _

A ‘ Department.

Table 2: Percentages of responses indicating what account
A A

A
for lapses in PR of GNAT ,

g Res;;„ondents' View At National/Regr<;;.raI ; At ßrstnct Levels ; Total 6;;;
_· l Levels % ·— _

“/a

Weak staffing/Understaffing 7 (28.0) 5 40 (53.3) l 47 i
inadequate Funding 2 - l$ (60.0) é 30 (40.0) 45 _ E -

(_ Love image
’ ”

ä 2(8.0) $(6.7) l 7 .§ (
0 0-0) ' 1 . i

Total · ; 25 75 lÜÜ E
;

From Table 2 above, a little more than half ($3.3%) of respondents at the
A

district levels expressed the view that lapses in public relations of GNAT were due —

to weak staff training/understafling. Two in tive (40.0%) attributed the lapses to

inadequatefunding.é

l
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Table 3: Percentages of responses-showing the major problem ll

_ facing PR in GNAT

Respondents View E At National/Regional At District Levels g Total . g

Q . 1 Levels "/6 "/6 Ä i
‘

Poor Image Or Paoepr. 2 (8.0) 0 (0.0) ( 2 T (

Little Financial Resource 2 8.0) 9 12.0) ll _ '

é 6 8-0) T 9
Low Management Support i 18 (72.0) 60 (80.0) 78TQjther

0(0.0) 0 (0.0) 0
25 100.0) 75 100.0)100ln

Table 3 above, almost three—quaners (72.0%) of- respondents at
national/regional levels perceived low management suppon as the major problem

. _ facing public relations of GNAT. At the district levels two in every three

respondents pointed out that low management support was responsible for the main _
T

Q shortcomings in public relationsof GNAT. .Almost four in tive (_78.0) of all '

· respondents indicated that the major pitfalls in public relations practiceof GNAT .

Q
was attributed to low management support. ·

Q

. Respondents listed other lapses that hindered PR as including lack of ~

research on the pan of PR Department, negative management perception,. exclusion

of PRO from top management teamrmilitant behaviour of some members of GNAT)

Q
low professional c01npetence_and low morale of the PRO.

4.3 Management grefercnces of media to send messages to GNAT publics

Q Respondents at national/regional levels said that management preferred to

L
send messages to GNAT's publics by a combination of media channels. -

.
l
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4
Giving explanations for their f€SpOH5€5_, f€5p0¤d€nts said "ai·combination of

· media channels could be much more effective in sending messages than using one

channe1." Management preferences of media, respdndenrg listed, included

newspapers, newsletters, district and f€gl0¤&l IN855 meetings, circular letters,

memos, press releases/conferences, radio, fax, television and wlapnnnd

4.4 Mana?ement understanding, of public relations role .
i

.

Table 4: Percentages of responses with regard tn cgnsulting
‘ PRO on communicationissues1

Hold Consultations with AtDistrict Level At National/Regional I Total .

I PRO?
4 °/o Level % I

‘ Yes I 15 20.0) 5‘ 20.0) 1 20 4

. 4 No , —_.L._5O66-6)
I

L6 5 (20.0) __ 6 ss 1 . L6
ä To some extent’”‘ ;_ 5 6.7) $13 520) „ ‘ . lg1V

‘
- t'

1 Other 5 (6.7) 2 8 0) 7
‘

‘ Total 75 . _ 25 100 j §

ln Table 4 above, two in every three (66.6%) respondents at districtlevels__

said they had no consultations with the PRO. But one in tive (20.0%) had

consultations with the PRO on important GNAT issues. On the other hand. 1

respondents at national/regional levels said half of them (52.0%), to some extent,

I held consultations with the PRO. ' . l

Table 5: Percentages of responses approving PRO as a member
of top management team .

i

Approve PRO as 3 member YES
i

NO To some 1 Other Tgtal l
' I of Top Management Team?

‘ % % exten; % 1 1 __,l I
At National/Regional Levels . 20 (80.0) l· 5 (20.0) i 0 (0,0) () (()_()) 1 25 j

1 District Levels
‘

60 480.0) 1 9 12.0) 3 (4.0) I 3 75

‘I_TotalI 80 114 13 @3 l()() l I
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28Four—tifths(80.0%) of respondents at national/regional and district levels as

shown in Table 5 above, indicated that they approved of the PRO as a member of the

top management team. One in tive (-20.0%) respondents at the national/regional .

levels disapproved of the PRO becoming a member of the top management team.

They explained that the PRO did not have a higher professional training in public —

relations to enable him function at top management level. _
Respondents at national/regional levels listed the _job items of the public

relations department as including press releases, organising teachers’ conferences,

, . „
~

. . V
~

.
~ ~

‘

preparrng newsletters, bulletrns, orggnrsrng specralevents such as the best teacgrer

~ award scheme, writing of speeches and organising workshops.

4.5.
Q Management plans tovpromote better PR in GNAT

Table 6: Percentages concerning respondents' view of management Q

plans to promote better PR .-
.{Resp0nd{ents’View iYES "/r» NO °/0 {To someextent % {Other "/rr {Total

‘

. AtNational/RegionalLevel §20(80.0) i O(0.0) 4 (l6.0”) l(4.0) 25 _'_{

_ · Q District Levels 30(40.0). 0 (0.0) 40 (53.3) 5 (6.7) { 75 { .

Total ‘ t 50(50.0) 0 (0.0) = 44 (_44.0) { 6(6.0) l00 l

g
Q ln Table 6 above, four in tive (80.0%) respondents indicated the desire to

E increase resources to better public relations. This view was held by national/regional level

respondents. At the district levels about half (53.3%) the respondents said management

( plans, to some extent, to increase support for public relations.

i · Q .
{ Respondents gave reasons for increasing resources and raising management support as

{ follows:
ä
l

i
l

{ .
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‘

- To intensify information and education drives of GNAT.

- To facilitate the effoit of the PR Department to regularly publish GNAT’

‘ newsletter.

- To ensure a much stronger link between GNAT and its publics. ·

V With regard to public relations sub—units that management considered

necessary for better communications, respondents listed the following: employee ~

relations, management relations, publieityfpublieations, community relations, media

‘ ‘ relations, finance/budget, research, welfare services and public affairs. ·
V

V
On how to minimize the ·lapses in public relations of GNAT, respondents

said that. this could be done through "consultation and coordinatiogg; of the various A
V

departments and adequate budgeting for regular and sustained programmes'V’.
V

. Respondents indicated that management Sometimes hired consultants because they ·

· exhibited professional competence, and provided high public image and cost- ~

. effectiveness. It was found out that media, planning, economic and legal 'experts
V

»

V 3
V V

have been used periodically to ad\*ViSe management on issues of specialised nature.
V

ä
' ‘ 4.6 · Oginions on the relevance of PR to GNAT . ° .

·

ä
y Respondents indicated that GNAT benefited from _public relations in the

ä . .
g following ways: · _

- Free access and constant link with its publics. .
3 . a

_ - lncreased public knowledge of what GNAT stands for. V V °

3 · V
l
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- Secured good rappclrt With the press and govemment agencieg

Abiliry ro order and manage information that WEIS going public and PR

department serves as a vital source of information and transmits same to the

publics.-

Provicled professional advice to enable rnanagernent to handle organisational .

; A issues.
lf °

i
Respondentsg agreed that public relations is relevant because,

‘“it
supports

management by coordinating and reacting appropriately to the opinions of the

organisation‘s.publics. initiating programmes to facilitate the maintenance of the

«organisation’s credibility and good standing with its internal and extemal ipublics
V

and serve? as the only way GNAT can reach out to·§}ähe outside world?. lntheiropinions;

public relations is relevant in an era of information explosion.
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CHAPTERSUMMAIRY

AND CONCLUSION ;

This study was concemed with tinding out management perception of public

i
relations in service organisations. The findings showed that teachers constituted the

most important public GNAT considered when planning to do anything. There was _

no difference in resp0ndents’ opinions conceming the fact that teachers took the first «

V place in almost everything GNAT intended to do. Besides teachers, the tindings ’

revealed that GNAT had various publics both within and outside the country.

i i
One other finding was that public relations in GNAT faced lapses such as °

V

low management support and weak professional staff. lt was disclosed that weak ·

[iii
management support was the maiiii problem tha-t Vaccounted for the poor priigolic _ ..

_ relations practice. This finding contirmed the widespread notion that management

i
perception hindered publ_ic relations of GNAT. _ . V

Another tinding was that management preferred a combination of media Q
P

‘
- channels to a single medium when sending messages to the organisationls publics.

° Respondents listed various management preferences of media that were found
i

necessary in public relations practice; These included newspapers, radio, television, _

i
mass meetings and memos. It was,’however, noted that most of the districts scarcely -

had consultations with the PRO over communication issues. lt was also realised that

the PRO was kept out of the top management decision making team. V
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° The tindings further revealed - that management had plans to make

» communications better through regular publication of newsletters, sponsorships,

taking press interviews and holding seminars. Management considered certain sub—
3

units under the Public Relations Department necessary to promote better

communications and PR.
I

Signiticantly, the tindings showed that public relations is relevant to GNAT

and has benetited it in numerous ways. One outstanding benefit highligthting the
3

relevance of public relations was that PR has exposed-GNAT to the general public to

u
become aware, approve of and accept what the organisation isdoing in the society.

ln spite of the importance respondents attached to public relations, the

‘ tindings proved thatzäpublic relations faced numerous setbackä Consequently,

V
A resporidents suggested ways to miniinize such hindrances for public relations tohelp _

‘ ~ . ^ realise organisational goals as well as the needs of the various publics of GNAT.

5.1 Recommendations
T

A

l. There should be effective coordination of the numerous publics of GNAT to
U

”
ensure sustained trust, goodwill and mutual respect.

4 T

2. The PRO should be given higher professional training to make him better

·
V

‘ qualitied and competent to handle the task of public relations that will bring

T
about credibility and promote the image of GNAT. · ·

i
3. The PRO should be made to participate in top management decision making.

This can help enrich his knowledge about GNAT for him to be able toiarticulate

its policies much more clearly to the organisation’s publics. I
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4. Management should provide adequate financial resources for the PR Department to I

3

be strengthened to carry out its programmes effectively.

5. Pupils/student relations sub-unit should be considered under the PR Department to .

_ deal with matters conceming pupils or students under the care of teachers.

6. In addition to district and regional mass meetings, local mass meetings should be
l

3
intensified since this is the point where majority of teachers can be easily contacted .

for effective dissemination of infomtation on their service conditions. ° -

5.2 'Limitations of the Study . .

. There was very little local sources of lijerature specific to management _-,

perception of public relations in service organisations available to the researcher.

j * For this reason, the researcher had to depend on general ideas aboutmanagement-é

· perception from foreign works which were indirectly linked to the project work. _

Some of the questionnairesi were sent per drivers to respondents which were
l

i
exposed to losses and careless handling. .Also, questionnaires were

administered to only the full—time senior management staff of GNAT. As a result,

‘
jl the project work excluded a large number of members whose views could have been

usefiil for the study.
3

- j
Z
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Questionnaire on Management perception of public relations fr;—.t· management
V

staff of GNAT Headquarters/RegionalSecretariats.INSTRUCTION:

Please tick (J) your answer where necessary...A

A. ON GNAT’S PUBLICS . .

l. Do you know people who show interest in GNAT programmes/activities?........... _

2. What work do such people do?..................................................................................

3. Do you End their relationship with GNAT favourable? (Please explain your

.answer)...................................................................................................................A..... ·

4. ‘ In your opinion which of the following groups is likely to receive the

highestconsiderationin GNAT programmes?

(a) Students/pupils _
h

(_b) Parents/guardians

(c) Zßeachers A
V

(d) {GES/govemment ofticials °
i

4
4

(e) Higher educational institutions L

(I) Other (please specify)...........L......

5. Would you say the relationships GNAT has with other groups can be maintained for

a long time? (Please explain).............................................................

6. Are there other friends of GNAT you canlist?B.

ON LAPSES IN PR OF GNAT · i

7. Do you observe that people express dissatisfaction about GNAT's

programmeslactivities?.........................................·....................._........................................................ -
V

8. What kind of complaints do such people make? ......................................................

9. Why do they make the complaints?............................................................................

10. Are the complaints made too oüen? (Please explain why).......................................

l l. In your opinion which of the following is likely to have a maior effect on people“s A

relationships with GNAT?

Low image of PR Department _

(b) lnadequate funding
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(cl eak staff training/understafting 2

(dl Low managementsupport(el

Other (PleasespecifylC.

CONCERNING PR ROLE _

I2. Do you hold consultations with PRO?................;..................................,,..................,
‘

I3. Why do you hold such consultations?.........................................................,...............

I4. Have such consultations been fruitful?......................................................................

I5. In what waysdo you say your consultations were helptirl?

I6. Doyou observe other things PRO does inGNAT?I7.

What have you observed PRO doing in GNAT apart from the consultations you hold

2 with him? 2.............................
E

I8. Has it benefited GNAT to have had a PR department?.......................................... ·

_ I9. What benefit do you consider meaningful to GNAT?.-.............................................. _ 2

220. Do you observe·GNAT takes advice from other people?
in

2 I. What ltind of work do such people do?

22. Has the advice been helpful to GNAT?...................................................................... ·

23. Please state how the advice helped GNAT?

24. In your opinion why are some issues sent to people other than the PRO?.............
T

D. MANAGEMENT PREFERENCES OF INFORMATIONMEDIA25.

Do you hold meetings with people?

26. Are these people members of GNAT?

27. lf they are members why do you hold meetings with them?....................................
I

28.
l
If they are not members why do you hold meetings with them?.....................2........

P

29. Could you send messages to these people by other means apart from meetings?.
i

30. If ‘Yes'. please list other ways you can send messages across to members orfriendsof

GNAT...........................................................................................................
l

3 I. Please rank in order of ipreference the means by which messages are oüen sent to
P

members of this organisation (Please note: I is the highest and 5 the Ieast.l

(al Newspapers
°

(bl Radio/TV .

University of Ghana  http://ugspace.ug.edu.gh



(c) Letters/telephone/fax Ü 2

I (d) Mass meetings

(e) .A combination of media channels

E. PLANS TO BIETTER PR IN GNAT
32. In your opinion is free flow of information a good thing in this organisation'? (_Please

explain your answer')

33. Do you suggest PRO takes part in top management decision making '? (Please

explain youranswer)L

34. Please do you suggest problems in this organisation be addressed through the PR

department'?

35; Do you suggest PR department be sufticiently tinanced'? (Explain)

36. Do you suggest PR department be expanded to include more sub—units‘?

(Explain')
37. Please listthe sub—uni-ts you consider very important to GNAI

38. In what ways doztyou suggest Pl'?. work could be made more ef‘§ectiv·e inGNAT?l

. l

lTHANKS
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— APPENDIX
‘B’

3 Questionnaire on management perception of public relations for Management
Staff of GNAT district seeretariats.

. ‘
INSTRUCTION: Please tick (V) your answer where necessary. -

A. ON GNAT‘S PUBLICS
Q Q Q

g l.
Q

Do you know GNAT's friends?.................................................................................. V

2.. If ‘Yes“. where do theywork?.................Q3.

Are they helpful to GNAT?......................................................................................... 4
’
4. In what ways are they helpful?...................................................................................

Q

5. Which group ofGNAT°s friends is likely to be given the highest recognition in
Q

·

GNAT programmes? ~

(al Parents/guardians
Q Q Q

(bl _ Students/pupils _

(clTeachers(dl

Universities
Q

_ _ '

° · (el Controller & Accountant-General°s Dept. ·

(fl Other (specifyl............................,....................................................................

B. ON LAPSES IN PR OF GNAT

6. Please do you observe people express dissatisfaction about GNAT programmes?

7. lf they do so what reasons do they give?....................................................................
Q

8. There is a common belief that there is information gap in GNAT. why?

9. Which one of the following do you obseiyecan have a maior effect on people's .
i

relationships with GNAT?
Q Q

(al Weak staff training/understafting

(bl Inadequate funding
Q

Q Q
tc) Low management support gQ
(dl Low image ofPR dept.

(el Other (Please specifyl......................._....................................................... ....... .
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C. PR ROLE

I0. Do you address issues through PR departrnerrt'?.;;:;
I I. If ‘Yes'. what issues do you discuss at the department'?

I2. Have such discussions been fruitful to your work'?

I3. In which ways have the discussions been fruitful?

I4. Are there other things the PR department does for you? (Please list them).

D. PREFERENCE OF INFORMATION MEDIA
l

Do people attend meetings you organise'?

I6. Are they members of your organisation'?
Z

17. lf they are how do you invite them to the meetings'?

18. If they are not how do they get your mesages'?.......................................................... . Z

19. What messages do you send to your members or friends of your organisation'?

20. Apart from meetings. do you have other means by which you send messages across
Z

to members of GNAT? (Please list them)

21. Why do you choose such means ta carry your messages across?

E. · PLANS TO BETTER PR IN_@Al Ä

22. If it is true that PRO is kept. out of the top management team. do you suggest he is
Z

made part of it'? (Explain why.)...............................................—.......r.......................
Z

23. Please do you suggest there should be increased finance for the PR department'?
Z

(Explain ).......................................................................................................................
ZZ

‘ Z
° 24. Do you suggest other sub-units be added to the PR department‘? (Please why'?)

25. Please list the sub-units you consider very important

26. In what ways do you suggest PR. work could be made more effective

inGNAT?Z

THANKS. .
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