
Running Head: IMPROVING INTERNAL COMMUNICATION 1 

 
 
 
 
 
 
 
 
 
 

Improving Internal Communication at Helping Others: 

How to Effectively Create an Organization Structure 

Fernanda Bottini Sinzato 

Wayne State University 

  

 



IMPROVING INTERNAL COMMUNICATION 2 

Abstract 

Helping Others is a nonprofit organization that provides services and support for the senior 

community in North Carolina. The organization has been facing issues within the internal 

communication of the organization. The rapid growth of the organization’s staff caused problems 

involving how to maintain a flexible and family feel of Helping Others but creating an 

organization structure internal communication that will help them achieve their goals. Thus, the 

purpose of this report is to make recommendations that will help Helping Others to improve their 

communications within the organization and create a better structure.  
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Improving Internal Communication at Helping Others: 

How to Effectively Create an Organization Structure 

Background 

Helping Others is a non-profit organization founded in 1980 with the mission to provide 

social and instrumental support for the senior population of a growing county in North Carolina 

(Jameson, 2010, p.46).  The organization was founded by Abigail, the first executive member, 

and three staff members. Over time Helping Others grew the staff size and volunteers, from 100 

to 2,200 (Jameson, 2010, p.46). The organization also increased its numbers of seniors from 200 

to over 1,300 a month.  

Eileen Ramsay was asked to serve on the board of directors of Helping Others. Her 

mother was one of the seniors that used the organization’s services while alive. Eileen had 

experience in human resources and hoped that this would help her while contributing to the 

organization and the board. Her primary task was to organize and gather a personnel committee 

to overcome the challenges of the organization.  

Abigail was the founder of the organization and was the first executive director (ED) of 

Helping Others. She stayed with the organization for 25 years and created among the staff of 

Helping Others a family feeling environment. Brian was hired in 2006, after taking over for an 

ED who stayed for a brief period. He is the current executive director. He assures that he is doing 

his best on trying to maintain the family environment while increasing Helping Others’ capacity. 

Becky is the assistant director and has been part of the organization for a long time. Some people 

within the organization believed that she should be the executive director by now, and seek her 

advice for work.  
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Analysis:  

● Board View:  

The board is composed of seven board members (Eillen, Dan, Kim, Charlie, Joan, 

Allison, and Sheila) and one president (John). Issues can be identified within the organization, 

and the impact of changes being made or proposed have created some disagreements among 

staff. Divergent opinions about hiring a new person for the finance director is one of them. Four 

out of the seven members in the board (John, Allison, Sheila, and Joan) are in favor of the 

decision, while two (Dan and Charlie) are opposed to the decision being made. The other 

member of the board, Kim, has not demonstrated a position yet. The majority of the board feels 

that the hire is appropriate, even if the person in charge of the position now has been doing the 

books for over 20 years. During the meeting, a board member, Dan, questioned if this is going to 

be a “fancy title” or if the person hired would do more than the current accountant.  

● Staff view 

Staff members have strong opinions about Helping Others; however, people view the 

organization in different ways and do not all agree with the changes. Some members see the 

organization losing the family feeling environment that it had once because of its growing. There 

is no contact whatsoever with the board of directors, making communication between the areas 

of interest of the organization nonexistent. Although some members still see the organization as 

a great place to work with collaborative colleagues and “warm” environment, Laura, the 

organization’s fundraising coordinator says that the organization is lacking the structure 

necessary to have a productive workplace.  

● Issues: 
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Eileen’s first and most important issue to solve is how to keep the supportive, flexible, 

family feel of the organization while creating an organizational structure that will improve 

internal communication and allow them to effectively achieve their mission (Jameson, 2010, 

p.52). Yet, other problems need a solution to achieve a better understanding of the primary issue. 

The lack of communication between the board and the staff is an issue that brings other problems 

with it, such as the absence of active policies and rules about sick days, days off and attending 

meetings, as well as the rapid growth of the organization that took the family feel away. Most of 

the staff members do not know the board of directors, generating unnecessary boundaries on the 

organization. 

Goal 

Helping Others has been rapidly growing as an organization and their goal is to keep the 

supportive, flexible, family feel of the organization while creating an organizational 

structure that will improve internal communication and allow us to effectively achieve our 

mission. 

Recommendation  

It is important to have in mind that an organization is made by its staff, therefore, they all 

have a chance to have their voices heard in Helping Others. Eschenfelder (2012) found in his 

studies that during times of change in the organization, emotions and emotional work become 

more relevant and problematic for the employees. The sudden or significant change encountered 

by employees can affect their emotional work, yet little attention is paid to this issue and how 

can it be better comprehended by the executives of the nonprofit. Organizational communication 

scholars, in order to address the emotional issue on the work set, can explore motivations for the 
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workers, understand the factors that contribute to the emotional labor, and discuss strategies that 

alleviate its effects.  

● Recommendation 1:  

The most challenging issue of the organization is how to keep the supportive, flexible, 

family feel of the organization while creating an organizational structure. Although it seems 

reasonable to have meetings with staff and board members to have immediate feedback, it is 

important to realize that other issues might emerge from it. As an alternative for the meetings, 

yet receiving some kind of feedback, would be implementing monthly surveys on different areas 

of the organization for staff and board members.  

○ Step 1: Prepare different surveys for staff to fill out. It is important to 

receive feedback for improvement.  

○ Step 2: Include specific questions of areas that the board sees a problem 

on. Be sure to also include a dedicated space for staff to illustrate their 

concerns and suggestions. 

● Resolution 2:  

During times of change in the organization, emotions and emotional work become more 

relevant and problematic for the employees. The sudden or significant change encountered by 

employees can affect their emotional work. In order to address the emotional issue on the work 

set, the organization can explore motivations for the workers. In this specific case, having dinner 

once a year for employees would be a great way to demonstrate the family feel of the 

organization, as well as giving a motivation award for the emotional work executed every day by 

them.  
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Dinner could include a type of recognition for those who had an outstanding performance 

during the year, giving extra motivation to keep doing the job. People tend to do a better job 

when they know someone is watching them, and they usually expect something in return. This 

would be the opportunity to let them know they are being observed and the organization is 

thankful for their hard work. 

● Recommendation 3: 

 When talking about decision-making and relationship in an organization, this can be 

made in a variety of ways that have a direct impact on employees and the organization per se, 

some can reinforce positive work relationships while others, not much. There are leaders that 

prefer leader mandates, meaning that the leader makes the decision and enforces it, which is the 

case for the executive director of Helping Others. When hiring new full-time, Brian (ED) didn’t 

ask others’ opinions and simply communicate the fact that the decision had already been done. 

Because Helping Others employees have different feelings toward the action, the method of 

majority rule, meaning that decisions are made by the majority, should be taken into 

consideration.  

Conclusion 

Helping Other has all the characteristics necessary to improve its organizational structure 

and maintain an organizational environment that will fulfill their staff and board member needs, 

if willing to change.  One thing to keep in mind is that employees are the frontline of an 

organization, and the organization’s success is dependable from their hard work. Emotional work 

is not easy to be executed, but if well structured and with strong communication skills, it can be 
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extremely gratifying for all parties involved. For any further questions, recommendations, or 

assistance, I am always available to help, please do not hesitate to contact me. 
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