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ABSTRACT 
 
Corporate Social Responsibility (CSR) is a concept receiving more attention from the 
public than ever before. Companies are no longer operating for purely profit gaining 
reasons as they are nowadays expected to act as good citizens, which is why having a 
CSR strategy is increasingly more common for businesses and organizations. CSR has 
previously revolved mostly around businesses responsibilities towards external 
stakeholders. Therefore, there is a need for additional research regarding CSR activities 
directed towards internal stakeholders such as employees. The aim is to contribute to 
the current literature gap by providing additional information on the effects internal 
CSR communication can have on employee satisfaction.  
	  
The theoretical framework upon which the thesis is based contains literature about 
concepts important for the purpose of the thesis. These concepts are CSR, internal 
communication and employee satisfaction. The aim of the theoretical framework is to 
present related theories to provide further clarification of the concepts and to facilitate 
an analysis together with the empirical findings.  
	  
The purpose of this thesis is to explore employee perceptions of internal communication 
of CSR policies at Umeå University to see how employee satisfaction can be affected. 
In order to fulfill this purpose, semi-structured interviews were conducted with 
employees of the chosen organization, Umeå University. In addition, official documents 
from Umeå University were analyzed in order to increase the informational foundation 
for the following analysis. The empirically collected information was analyzed in 
relation to the theoretical framework and the findings facilitated the development of a 
conceptual model. The model highlights the importance of employee involvement in 
relation to all three examined concepts. Furthermore it could be concluded that internal 
CSR communication can facilitate employee satisfaction. The findings can help Umeå 
University develop their CSR policies with an increased employee focus and 
involvement in order to achieve higher employee satisfaction. 
	  
Keywords: Employees, Corporate Social Responsibility, Internal Communication, 
Employee Satisfaction, Umeå University.	  
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1. INTRODUCTION  

This chapter presents a background to the research area, followed by the formulation 
and presentation of the research question. Finally, the purpose of the research is 
discussed. 
 
This thesis revolves around the concept of Corporate Social Responsibility, hereinafter 
abbreviated as CSR, and how it relates to internal communication and employee 
satisfaction. The objective is to examine the relationship between CSR, internal 
communication and employee satisfaction in order to determine the effects a CSR 
strategy could have on employee satisfaction, if communicated successfully. As CSR is 
receiving more attention (Bauman & Skitka, 2012, p. 65), it is important for 
organizations to evaluate the effects CSR policies could have on employee satisfaction. 
Stakeholders are demanding that organizations take more responsibility for their social 
and environmental surroundings, in addition to their economic performance (Pater & 
van Lierop, 2006, p. 339). This fact sparked an interest to look into the way 
organizations are currently communicating their CSR policies internally to see how the 
communication of CSR policies could affect employee satisfaction.  Therefore, this 
thesis raises a relevant question of whether a CSR strategy is beneficial for 
organizations to consider in order to improve both work performance and work 
environment. The employees, who constitute an important part of an organization's 
primary stakeholders, are a resource, which organizations seldom utilize to its full 
extent (Clarkson, 1995, p. 106).  The objective of this study is to explore employee 
perceptions of CSR policies and internal communication at Umeå University to see how 
employee satisfaction can be affected. 
 

1.1 BACKGROUND  
This section provides a background to the research and presents an informational 
foundation for the concepts used in the thesis which will later be further examined.  
 
There are indicators of CSR initiatives as far back as the 1930's and the concept is 
nowadays receiving more attention than ever (Bauman & Skitka, 2012, p. 65). CSR is a 
concept regarding the responsibilities of an organization, which researchers find 
difficult to define (e.g. Carroll & Shabana, 2010, p. 89; Dahlsrud, 2008, p. 1). The four 
general components of CSR are economical, legal, ethical and philanthropic 
responsibilities (Carroll, 1991, p. 40) but the more descriptive definitions differ from 
each other (e.g. Kilcullen & Kooistra, 1999, p. 158; McWilliams & Siegel, 2001, p. 
117; Piacentini et al., 2000, p. 459). This thesis will be using definitions by Auguinis 
(2011, as cited by Bauman & Skitka, 2012, p. 855) stating that CSR activities are 
“context-specific organizational actions and policies that take into account 
stakeholders’ expectations and the triple bottom line of economic, social, and 
environmental performance” and by Kotler and Lee (2005, p. 3) “Corporate Social 
Responsibility is a commitment to improve community well-being through discretionary 
business practices and contributions of corporate resources.” These definitions best 
represents the authors of this thesis perceptions of the concept and will be applied 
throughout the research process.  
 
Previous studies have stated that organizations first and foremost should attain 
economic and legal responsibilities (e.g. Friedman, 1982, p. 112). The authors of this 
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thesis however recognize the increased importance of also incorporating CSR activities 
including social and environmental perspectives from the start. CSR is a current issue as 
it is becoming more important for companies to be socially responsible in the eyes of 
the public (e.g. Carroll & Shabana, 2010, p. 85; Nilsson & Dahl, 2009, p. 20), and to be 
perceived as reliable in their efforts (Knowledge@Wharton, 2012). Previously, CSR has 
been mainly directed at businesses and corporations, although it is a concept just as 
suitable for governments and non-governmental organizations (Visser et al., 2007, p. x), 
including public institutions such as Umeå University. The concept of CSR has 
expanded and nowadays it incorporates different forms of collaborations between 
sectors (Visser et al., 2007, p. x). It also targets self-regulatory activities connected to 
ethical, environmental and social issues, as well as voluntary actions directed at 
supporting community projects and philanthropy (Carroll & Shabana, 2010, as cited by 
Okpara & Idowu, 2013, p. 4).  
 
Many organizations are realizing the importance of incorporating CSR as a part of the 
core values as the concept becomes more established in the future, but only a few are 
realizing the competitive advantage one could gain by fully adopting it as a core value 
today  (Haanaes et al. 2011, ch. 1). Today, an organization with a well-established CSR 
program can not only gain customer loyalty and appreciation, but also acquire 
additional financial benefits (Haanaes et al. 2011, ch. 2). Haanaes et al. (2011, ch. 2) 
found that as more companies are incorporating CSR, there is an increasing difference 
between CSR adapters and what approach they chose to follow. Most prominent are 
those who proactively embrace CSR while those who are following a more careful 
approach are falling behind (Haanaes et al. 2011, ch. 2). According to Bauman and 
Skitka (2012, p. 65) the CSR initiatives an organization takes on affects both 
employees’ perceptions of the employer as well as their commitment to the organization 
and their own willingness to identify with the organization. Another aspect that further 
supports the implementation of CSR is that employees relate to the identity of an 
organization and by actively working with issues that are important to the employees 
through different CSR activities, the relationship between the employer and employees 
could improve (Grant, 2008, p. 65). Bauman and Skitka (2012, p. 77-78) further discuss 
the possibility to express one’s own beliefs and values facilitated by a socially 
responsible organization. Bauman and Skitka (2012, p. 78) also claim that intrinsically 
motivated employees are more likely to be satisfied with their job assignments and 
more loyal to the organization, and that a socially responsible organization can increase 
the possibility of intrinsic motivation as it provides employees with a sense of 
contributory importance when associated with a particular cause close to their heart. 
 
Organizations can transmit and communicate their values to stakeholders through all 
sorts of communication channels (Peloza et al., 2012, p. 85). Organizations who are 
successfully remembered as responsible by external stakeholders have reached that 
point following strategic communication in line with their written principles and 
standards (Peloza et al., 2012, p. 85). The successful positioning in external 
stakeholders minds might however not represent employees’ perceptions of the 
organization as employees require stronger justification about the benefits of CSR 
activities (Hoeffler et al., 2010, p. 82). They have firsthand access to daily operations 
and if the CSR activities are not reflected in every aspect of the business they will not 
be convinced of the sincerity of the CSR policies (Hoeffler et al., 2010, p. 82).    
 
Past research has offered varying definitions for internal communication (e.g. Mazzei, 
2010; Welch & Jackson, 2007). One definition according to Welch and Jackson (2007 
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p. 183) states that "internal communication is understood as the strategic management 
of interactions and relationships between stakeholders at all levels within 
organizations." This is the definition of internal communication that will be applied in 
this thesis as it is considered to be a good explanation of the concepts and in line with 
the objective of the thesis, which is to explore employee perceptions of internal 
communication of CSR policies at Umeå University to see how employee satisfaction 
can be affected. Welch and Jackson (2007, p 184) further state that the stakeholder 
groups include all employees, strategic management, day-to-day management, work 
teams and project teams, which supports the choice to focus on employees at Umeå 
University in the thesis. Internal communication is a phenomenon that is present in 
every organization’s day-to-day existence, the degree of which ranging from informal 
conversations to managed communications strategies (Welch & Jackson, 2007, p. 178). 
This aspect infers that internal communication deserves close attention as employees are 
seen as the most important audience for an organization's communication and branding 
efforts (Christensen & Askegaard, 2001, p. 297). Despite this, employees are often 
overlooked in communication strategies as many companies instead focus on external 
communication channels and fail to realize the opportunities loyal and committed 
employees bring (Bauman & Skitka, 2012, p. 65). In addition, employees are also 
considered to be one of the most reliable sources of information about an organization 
(Dortok, 2006, p. 323) as employees embody the organization’s values. The interactions 
between employees and external stakeholders convey the brand's values to the same 
extent as, if not more than, traditional marketing communications (de Chernatony, 2002, 
p. 119). Therefore, the authors of this thesis believe that employees are most times the 
best advocates an organization can have when communicating organization’s core 
values and CSR initiatives. 
 
Job satisfaction is, according to Locke (1976, p. 1300) defined as ‘‘a pleasurable or 
positive emotional state resulting from the appraisal of one’s job experiences’’. Locke’s 
definition will be the base for how employee satisfaction is regarded in this thesis. 
Locke (1976, p. 1300) states that employee satisfaction is based on individuals’ 
subjective assessments of past experiences relating to their job situation, that is their 
personal perceptions of past events. Thus, as the objective of this research is to explore 
employee perceptions of CSR policies and internal communication at Umeå University 
to see how employee satisfaction can be affected, this definition of job satisfaction is 
considered appropriate. According to Hsieh and Chan (2012, p. 227) employees who 
have a high level of commitment to their organization are generally more satisfied with 
their work situation. With this in mind, employees’ organizational commitment can be 
further increased by a higher level of employee involvement throughout the 
development and execution process of CSR programs (Strandberg Consulting, 2009, p. 
18). In addition, Bauman and Skitka (2012, p. 77) argue that an extensive CSR program 
can increase the likelihood of employees committing to the organization if they 
personally associate with the supported causes.  

Previous research by Hardaker & Fill (2005, p. 375) has shown that employees who 
identify with an organization's values can contribute significantly in an organization's 
efforts to attain long-lasting advantages in their respective market by sharing the 
experience of these values with external stakeholders. Hence, employees could greatly 
impact how external stakeholders view the organization and management should 
acknowledge and take advantage of this opportunity (Hardaker & Fill, 2005, p. 375). An 
essential condition for providing credible CSR communication is employee 
involvement and commitment to the implemented programs, which implies an inverted 
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communication approach (Morsing et al., 2008, p. 108). Support in the form of 
employee commitment will ensure stakeholders that an organization’s CSR initiatives 
are more than marketing tools, and manifest the organization’s true concern for their 
surroundings (Morsing et al., 2008, p. 108).    
 
By combining the three concepts; CSR, internal communication and employee 
satisfaction the objective of this thesis is to explore employee perceptions of internal 
communication of CSR policies at Umeå University to see how employee satisfaction 
can be affected. A conceptual model (See Figure 1) was created to highlight the 
connection between the introduced concepts and to provide the authors’ assumptions of 
how these concepts are related. This in order to facilitate the understanding of the 
research process and how the authors intend to view the concepts in relation to each 
other throughout the thesis. 
 

 
	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Figure	  1.	  Conceptual	  model. 

 

1.2 RESEARCH QUESTION FORMULATION  
This following section will present the process for the formulation of the research 
question. 
 
Corporate Social Responsibility is a concept receiving increasing attention both in the 
business world and in society (Bauman & Skitka, 2012, p. 65). Therefore it is important 
that organizations understand the concept and how it could affect them. In order for 
organizations to do so, the concept of CSR needs to be further researched and related to 
other concepts so that organizations can consult related research and theories when 
applicable. An organization that is supported by its employees is more credible to 
external stakeholders (Morsing et al., 2008, p. 108). Thus, it is important to 
communicate the organization’s CSR policies to employees in order to involve them in 
the process and to achieve their support for CSR activities (Zyman, 2002, p. 208). If 
not, they will not be able to communicate the CSR policies to other stakeholders 
(Christensen & Askegaard, 2001, p. 297) nor will the employees internalize them 

Employee 
Satisfaction 

Internal 
Communication 

Corporate Social 
Responsibility 
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(Bennis, 1997, p. 156). Working in accordance with organizational values will likely 
increase employee satisfaction as the employees will experience a greater connection to 
the organization (Hsieh & Chan, 2012, p. 227). Because there is little research about 
CSR as a driver of employee satisfaction this is an area in need of further research, 
which this thesis intends to complement. Therefore, the concept is interesting for both 
theoretical and practical reasons. This leads to the theoretical question, which for this 
thesis is: to what extent does internal communication of CSR policies facilitate 
employee satisfaction? For this particular case, the focus of study is Umeå University, 
which generates the practical question: to what extent does internal communication of 
CSR policies at Umeå University facilitate employee satisfaction? For this thesis, the 
practical question will be the focus. To answer this question, a definition of the phrase 
“to what extent” is necessary. In this case, “to what extent” implies that the information 
will not be assessed quantitatively but rather descriptively. This means that the way in 
which internal communication of CSR policies at Umeå University facilitate employee 
satisfaction will be the main focus of this thesis. Thus, it will allow for an exploration of 
how employee satisfaction can be affected and not limit the research to merely 
measuring employee satisfaction but instead incorporates a qualitative approach.  
 

1.2.1 Research Question 
To what extent does internal communication of CSR policies at Umeå University 
facilitate employee satisfaction?  
 

1.3 PURPOSE  
 
This research will incorporate theories on CSR, internal communication and employee 
satisfaction, with the purpose of exploring employee perceptions of internal 
communication of CSR policies at Umeå University to see how employee satisfaction 
can be affected. The purpose of this thesis will guide the research process 
 
1.4 Thesis Outline 
The following chapter will present a theoretical review in order to clarify the concepts 
used in this thesis on which the collected data will be examined. Thereafter, a chapter 
presenting methodological considerations will follow. It will include theoretical and 
practical methodology. The assumptions related to the theoretical methodology will be 
presented to motivate the choices made during the research process. The practical 
methodology will explain the data collection procedure and is influenced by the 
assumptions made in the theoretical methodology section. The concepts presented and 
explained in the literature review will form a framework that will work as a basis for 
how the data collection process is structured. All section of the thesis will follow a 
cohesive structure throughout, starting with CSR and followed by internal 
communication and employee satisfaction.  
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2. LITERATURE REVIEW 

This chapter will present theories relating to the concepts CSR, internal communication 
and employee satisfaction. Initially, a theory will be presented to explain the selection 
of employees as the stakeholder group on which this thesis is focused. Thereafter CSR 
and internal communication will be discussed, followed by employee satisfaction.  
 
As previously presented, three main concepts have been identified as relevant for the 
purpose of this thesis; CSR, internal communication and employee satisfaction. There 
are an infinite number of dimensions that could affect the success of an organization's 
CSR strategy but in order to limit the research area, two concepts, although not 
exhaustive, were selected as the main influencers; internal communication and 
employee satisfaction. These concepts will be examined in relation to the research 
question, "to what extent does internal communication of CSR policies at Umeå 
University facilitate employee satisfaction?" in order to explain a potential relationship 
between CSR, internal communication and employee satisfaction.  

2.1 STAKEHOLDER THEORY  
 
The Stakeholder Theory, initially established by Edward Freeman in 1984, begins by 
identifying the potential groups in society who are related to an organization’s activities 
and analyzes the relationship between an organization and said groups (Matten et al, 
2003, p. 110). It asserts that an organization has responsibilities to all groups that it 
could harm, that could benefit from it and/or whose rights could be affected either 
positively or negatively (Evan & Freeman, 1993, as cited in Matten et al, 2003, p. 110). 
The Stakeholder Theory is a fundamental condition for Corporate Social Responsibility 
as it asserts important stakeholder groups to consider but is not the only reason as to 
why a company should adopt a CSR strategy (Matten et al, 2003, p. 110). The 
Stakeholder Theory aids the organization to identify specific groups in society towards 
which an organization has responsibilities and provides a basis for legitimizing and 
prioritizing the influence stakeholders have upon organizational decisions (Matten et al, 
2003, p. 110-111). This is why the Stakeholder Theory can be seen as a needed process 
in the implementation of CSR (Matten et al, 2003, p. 111).  
 
Clarkson (1995, p. 106) asserts that stakeholders can be divided into primary and 
secondary stakeholder groups. Primary stakeholder group consists of investors, 
employees, customers, suppliers and government authorities toward which a company 
has legal and tax obligations (Clarkson, 1995, p. 106). A primary stakeholder group is 
vital to an organization, as it has little to no chance of surviving without its support 
(Clarkson, 1995, p. 106). The secondary stakeholder group consists of those influenced 
by organization’s operations but are not actively influencing the daily operations 
(Clarkson, 1995, p. 107). The secondary stakeholder group could include the media and 
a variety of interests groups (Clarkson, 1995, p. 107). The secondary stakeholders are 
not vital to an organization’s existence but should be taken into consideration due to 
their potential adverse effect on the organization’s reputation (Clarkson, 1995, p. 107).   
 
The Stakeholder Theory motivates the choice of the focus on employees as it identifies 
employees as a vital component for an organization’s existence (Matten et al, 2003, p. 
110). Despite employees seldom having a direct influence on organizational decision 
making (Ligeti and Oravecz, 2009, p. 139), they still possess a great deal of importance 
when communicating organizational values to external stakeholders (Dawkins, 2005, p. 
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118). Thus, as employees are a part of the primary stakeholder group, organizations 
should direct more attention to their employees and incorporate them into the decision 
making process. The Stakeholder Theory provides theoretical support for the scope of 
the thesis and its purpose, which is to explore employee perceptions of internal 
communication of CSR policies at Umeå University to see how employee satisfaction 
can be affected. 
 

2.2 CORPORATE SOCIAL RESPONSIBILITY 
 
Corporate Social Responsibility started out as a narrow and infrequently used term but 
has over the past decades developed into a complex and exhaustive concept (Cochran, 
2007, p. 449). It is a concept, which is increasingly important in today's decision 
making within organizations (Cochran, 2007, p. 449). The concept of CSR has grown in 
significance for organizations since society at large increasingly expects them to behave 
like good citizens (Pater & van Lierop, 2006, p. 339). Therefore, organizational 
responsibilities are no longer confined to making profit and providing employment, they 
are equally responsible for the well-being of a larger group of stakeholders, including 
employees, consumers, suppliers and society in general (Pater & van Lierop, 2006, p. 
339).  
 
In the late 1990's John Elkington minted the concept the Triple Bottom Line (Crane & 
Matten, 2010, p. 34). The concept argues that organizations are no longer striving for 
purely economic performance, but are evaluated on their financial growth together with 
their environmental efficiency and social initiatives (e.g. Okpara & Idowu, 2013, p. xv). 
Carroll (1991, p. 42) outlined a model in the shape of a pyramid (See Figure 2) that 
complements the Triple Bottom Line. It is a four part model of Corporate Social 
Responsibility, which clarifies the components of CSR; the economic, legal, ethical and 
philanthropic responsibilities of an organization. Even though the model was developed 
many years ago and the concept of CSR has evolved since, many authors still use 
Carroll’s four-part model as a basis on which they develop later theories (e.g. Carroll & 
Buchholtz, 2000, p. 37; Hsieh & Chan, 2012; Smith et al., 2001, p. 285). Some parts of 
Carroll’s (1991, p. 42) model remain fundamental to the concept of CSR although some 
have grown to include refined definitions and others have merged together. To facilitate 
the presentation of the CSR components Carroll’s original model will be used to present 
the general parts relating to CSR but will thereafter be complemented with additional 
theories.  
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	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Figure	  2.	  Pyramid of Corporate Social Responsibility (Carroll, 1991, p. 42) 

 
The economic aspect is the bottom tier of Carroll's (1991, p. 40-41) (See Figure 2) 
Pyramid of CSR. Originally businesses were created as economic actors with the 
primary goal of providing goods and services to the members of society. Achieving 
profit was the primary motive for taking the entrepreneurial path and further developed 
into a maximum profit seeking objective, which has dominated the business perspective 
ever since. All of the following responsibilities within the model are built upon the 
economic responsibility as it remains fundamental to an organization’s survival 
(Carroll, 1991, p. 41).  
 
The second part of Carroll's (1991, p. 41)(See Figure 2) Pyramid of CSR consists of the 
legal responsibilities of the firm. Society has not only allowed organizations to operate 
for the prospect of making profit but also expects it to obey laws and regulations set 
forth by federal, state and local governments (Carroll, 1991, p. 41). By pursuing their 
economic aim within the scope of the law, the organization is partially fulfilling the 
social contract that exists between business and society (Carroll, 1991, p. 41). The legal 
responsibility is together with the first tier of economic responsibility often considered 
the foundation for open markets (Carroll, 1991, p. 41).   
 
Even though the economic and legal responsibilities represent ethical norms about what 
is fair and legally just, ethical responsibilities capture activities and practices that are 
expected or prohibited by the members of the society even though they cannot be found 
in legal documents (Carroll, 1991, p. 41). Ethical considerations express those 
standards, norms or expectations that consumers, employees, shareholders and the 
community regard as fair or acceptable guidelines in relation to the moral rights of 
stakeholders and constitutes the third tier of the CSR pyramid (Carroll, 1991, p. 41) 
(See Figure 2). The business ethics movement of the last decade has solidly made 
ethical responsibility a legitimate part of the Pyramid of CSR (Carroll, 1991, p. 41). 
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Even though ethics is based as the next layer from legal responsibilities it should be 
recognized that the two are in constant interaction. This is to say that ethical 
responsibility is constantly pushing the legal responsibility tier to expand beyond legal 
requirements (Carroll, 1991, p. 41).  
 
Philanthropic responsibilities constitute the final component of Carroll's (1991, p. 
42)(See Figure 2) Pyramid of CSR. Philanthropy includes organizational actions that 
are in conformity with society's expectation that organizations should act as good 
citizens and consists of actively participating in acts or programs beneficial to human 
welfare or goodwill (Carroll, 1991, p. 42). Philanthropy is distinguished from the ethical 
aspect since philanthropy is not similarly expected to occur in organizations in contrast 
to ethical actions. Therefore, it can be said that philanthropy is a voluntary aspect for the 
organization even though society might expect it (Carroll, 1991, p. 42). It can thus be 
noted that CSR includes philanthropic inputs but is not limited to them. Nevertheless, it 
can be argued that philanthropy, though highly desired and valued, is less important 
than the three previously mentioned categories of CSR and is considered a crowning 
element completing the Pyramid of CSR (Carroll, 1991, p. 42).   
 
The benefit of Carroll's (1991, p. 42) Pyramid of CSR is, according to Crane and Matten 
(2010, p. 55), that the model ties together the various social responsibilities into 
different dimensions. Yet is not attempting to explain social responsibility without 
taking the demands that society places on an organization to be profitable and legal into 
consideration (Crane & Matten, 2010, p. 55). Carroll’s Pyramid of CSR (1991, p. 42) 
has nonetheless received some critique. Crane and Matten (2010, p. 55) state that the 
main limitation of the model is that it does not, to an adequate extent, address the 
problem of when two or more responsibilities come into conflict. For example when an 
organization is faced with a threat of closure or job losses, the problem of balancing 
economic responsibilities with the ethical responsibility of providing job security for 
employees amplifies (Crane & Matten, 2010, p. 55). Another problem identified by 
Crane and Matten (2010, p. 55) is that the Pyramid of CSR, along with most of the CSR 
literature, is mostly focused on the US context (e.g. Bauman & Skitka, 2012). This due 
to the fact that the concept has been exceptionally strong there and many authors, 
literature and concepts originate from the US. In addition, Schwartz and Carroll (2003, 
p. 505) identified a problem with the pyramid presentation of the model as it might 
cause a reader to misunderstand the prioritization of the components. It should be noted 
however that other authors, as listed by Pinkston and Carroll (1996, p. 200-201), have 
tested the legitimacy of the order of the responsibilities within the pyramid and have 
found that the original order is understood by organizations. Still, philanthropic 
responsibilities are considered unnecessary to some (Schwartz & Carroll, 2003, p. 505) 
since critics do not view philanthropic activities as responsibilities but actions that are 
not required yet desired (Schwartz & Carroll, 2003, p. 505-506). Despite the critique 
directed at Carroll’s Pyramid of CSR (1991, p. 42) the authors of this thesis argue that it 
provides a comprehensive description of the different components of CSR, which is 
why it remains the primary model of CSR for this research.  
 
In 2003, Schwartz and Carroll (2003, p. 509) revised Carroll’s four part Pyramid of 
CSR (1991, p. 42) into a Venn diagram consisting of three domains; economic, ethical 
and legal (See Figure 3). The fourth dimension, philanthropic responsibilities present in 
Carroll’s Pyramid of CSR (1991, p. 42) does not constitute an individual domain of the 
Three-Domain Model (Schwartz & Carroll, 2003, p. 509) as it has been incorporated 
into the ethical and/or economic domains. The model was created as Schwartz and 
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Carroll (2003) found the structure of the Pyramid of CSR (Carroll, 1991, p. 42) to 
portray a misleading prioritization of the CSR components. Therefore, the Three-
Domain Model (See Figure 3) is depicted as overlapping dimensions where no single 
domain is more important than the others (Schwartz & Carroll, 2003, p. 508). Carroll’s 
original Pyramid of CSR will be used as a frame of reference throughout this thesis 
although the concepts within it are considered as complementary rather than exclusive.  
 

Figure	  3.	  Three-Domain Model of Corporate Social Responsibility (Schwartz & Carroll, 2003, p. 509). 

 
After an organization has grasped the different aspects of the CSR pyramid, the reasons 
as to why CSR policies should be adopted need to be discussed. According to Roome et 
al. (2006, p. 90) a variety of reasons can be identified for an organization to adopt a 
CSR strategy, which can be characterized according to the nature and the spirit of the 
organization. Firstly, there are pioneering organizations whose senior managers or 
owners have a genuine desire to make a difference and hence are open to adopting a 
CSR strategy (Roome et al, 2006, p. 90). Additionally, there are organizations for which 
CSR policies act in accordance with their long-term commitment to values or principles 
where the systems and ideas utilized are favorable to CSR (Roome et al, 2006, p. 90). 
Reactor organizations are those that have had their practices questioned and as a 
consequence their reputation has suffered, creating the need for an effective CSR 
strategy (Roome et al, 2006, p. 90). There are also organizations that simply want to 
follow the CSR trend and thus adopt policies as a part of their business strategy (Roome 
et al, 2006, p. 90). Finally, there are organizations who are simply not interested in 
adopting CSR and are not convinced of the benefits accompanying CSR activities 
(Roome et al, 2006, p. 90).  
 
Cadbury (2006, p. 6) suggest additional reasons for an organization to take on a CSR 
strategy. Cadbury (2006, p. 6) claims that the global markets of today means that 
organizations no longer answer to a single legal system, which might influence their 
accountability. This concern can be avoided by implementing a CSR strategy to further 
secure the organization’s ethical stance (Cadbury, 2006, p. 6). Recent years corporate 
environmental and socially debatable events, (e.g. the NSA surveillance scandal of 2013 
(BBC news, 2014); the Findus horse meat incident of 2013 (Dagens Nyheter, 2013); the 
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BP oil spill accident (BP, 2014)), highlights the importance of CSR activities for 
organizations and provides another reason for implementing a CSR strategy (Cadbury, 
2006, p. 6). Finally, an increased concern about the environment and sufficiency of 
renewable resources in turn raises the issue about organizational responsibilities, which 
further incentivizes the organizations to adopt a CSR strategy (Cadbury, 2006, p. 7).   
 
In conclusion, it can be stated that CSR can be seen as a strategic and operational matter 
that not only requires attention across the entire organization but simultaneously works 
as a driver for innovation and change (CSR Europe, 2002, as cited in Roome et al, 2006, 
p. 91). The concept and practice of CSR brings the owners of capital, senior 
management and all employees together to establish relationships with other actors in 
the economic, social and environmental systems in which they are acting (Roome et al, 
2006, p. 91). 
 
The purpose of this thesis is to explore employee perceptions of internal communication 
of CSR policies at Umeå University to see how employee satisfaction can be affected. 
Therefore, an understanding of the different components that constitutes CSR and the 
reasons why companies adopt a CSR strategy in general is important in order to conduct 
the research, analyze gathered data and ultimately answer the research question: to what 
extent does internal communication at Umeå University facilitate employee 
satisfaction?   
 

2.3 INTERNAL COMMUNICATION 
 
Internal communication is a concept of growing importance and ever more recognized 
by managers (Clutterbuck & James, 1997, p. 249). Internal communication is viewed as 
an important as well as challenging area (FitzPatrick, 2004, p. 19, as cited in Welch & 
Jackson, 2007, p. 177) yet researchers within the field consider it an essential process 
for organizations (Quirke, 2000, p. 21, as cited in Welch & Jackson, 2007, p. 177). 
 
Internal communication is present in organizations’ everyday existence, with varying 
complexity (Welch & Jackson, 2007, p. 178). This is why previous research claims that 
communication itself is an essential foundation on which the organization is built 
(Tompkins, 1984, as cited in Mazzei, 2010, p. 223). Internal communication relates to 
informational exchanges, which aids the realization of organizational goals (Clutterbuck 
& James, 1996, p. 249-250). The goals of internal communication according to Welch 
and Jackson (2007 p. 188) are to "...contribut[e] to internal relationships characterized 
by employee commitment, promoting a positive sense of belonging in employees, 
developing their awareness of environmental change and developing their 
understanding of the need for the organization to evolve its aims in response to, or in 
anticipation of, environmental change." Furthermore Quirke (2008 p. xv, as cited in 
Mishra et al., 2014, p. 185) states that the role of internal communication is to connect 
pieces of information needed by the employees to do their job. This makes internal 
communication very important for organizations when building relationship with 
employees (Mishra et al., 2014, p. 185). It is also important for organizations to 
consider employee preferences relating to internal communication as there is a risk of 
overwhelming them with extensive amounts of information (Welch & Jackson, 2007, p. 
188). Furthermore internal communication should be a main focus for organizations 
because of the important role employees possess in regards to conveying organizational 
values to external stakeholders (Christensen & Askegaard, 2001, p. 297). This 
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communication is at times viewed more effective than traditional marketing 
communications (de Chernatony, 2002, p. 119) since external stakeholders view 
employees as reliable sources of organizational information because they personify 
organizational values (Dortok, 2006, p. 323). 
 
Welch and Jackson (2007, p. 188) found internal communication to be vital when trying 
to achieve employee involvement. Welch and Jackson (2007, p. 193) state that 
managers are in a critical position when sharing reliable and open communications with 
their employees in order to fortify a sense of belonging and commitment and further 
help employees to better understand organizational goals. Zyman (2002, p. 208) found 
that if employees are aware of an organization's goals and their role in achieving those 
goals, the employees are more likely to be willing and able to support these goals in 
their communication with external stakeholders. In order to achieve support from 
employees, the organization must initiate a dialogue about what the organization's 
vision is and what values mean to them if the organization hopes that the employees 
will internalize them (Bennis, 1997, p. 156).  
 
In conclusion, efforts to establish trust with employees with the means of internal 
communication may provide benefits for both employees and the organization. With the 
sharing of information within an organization, employees could feel more engaged, be 
more likely to build a trust based relationship with their supervisors and the 
organization. Employees would thus be more empowered to establish relationships with 
external stakeholders on behalf of the organization. The more effective internal 
communication, the better enhancement of the commitment between the organization 
and employees and through that, external stakeholders. The purpose of this thesis is to 
explore employee perceptions of internal communication of CSR policies at Umeå 
University to see how employee satisfaction can be affected. Thus, it is important to 
understand the components of internal communication and the benefits of having a well 
functioning internal communication structure.  
 

2.3.1 Internal CSR Communication  
 
Vallentin (2002) argues that organizations are more likely to be scrutinized for their 
CSR activities the more involved they are. Bigger CSR claims often lead to higher 
skepticism among external stakeholders (Brown & Dacin, 1997, as cited by Morsing et 
al. 2008, p. 97). Morsing et al. (2008, p. 98) state that the greatest difficulty for 
organizations is to convey their CSR commitment to all their stakeholders. A key aspect 
when managing CSR and stakeholder relationships is communication (Ligeti & 
Oravecz, 2009, p. 138), but previous research shows that communication is often not 
seen as a central link when practicing Corporate Social Responsibility (Dawkins, 2005, 
p. 109). Employees are one of the essential stakeholders groups (Uusi-Rauva & Nurkka, 
2010, p. 300), and constitute an important part of CSR execution. Employees are, as 
mentioned in the previous section, important because other stakeholders view them as a 
credible information source and they can be helpful for improving an organization's 
image and reputation (Dawkins, 2005, p. 116). Despite their importance, employees are 
seldom involved when decision are made in the organization (Ligeti & Oravecz, 2009, 
p. 139) and by excluding them companies disregard the full potential that employees 
pose for active CSR communication (Kuvaja & Malmelin, 2008, as cited in Uusi-Rauva 
& Nurkka, 2010, p. 300). The communication from employees to external stakeholders 
is vital especially in regards to environmental activities because organizations’ 
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environmental actions are most often regarded as insincere actions created to persuade 
the public  (Alexander, 2009, p. 18) with no real effect (Humphreys & Brown, 2008, p. 
404).  
 
The way in which CSR is communicated to external parties is also important for 
managers to consider as organizational members often read these messages meant for 
external stakeholders. Hence, information created for external sources are used for 
internal purposes such as emphasizing organizational values among its members 
(Morsing, 2006, p. 171).  Previous research conducted by Morsing and Schultz (2006, 
p. 325) suggests that companies can utilize three different strategies for communicating 
their CSR strategy: information, response and involvement strategies.  
 
The first of these strategies, the information model, is based on one-way communication 
and the organization sends out a message to its audiences, meaning that they simply 
announce organization-designed information to them (Morsing & Schultz, 2006, p. 326-
327). Furthermore, this model is based on the assumption that stakeholders can either 
support or protest organizational actions (Smith, 2003, p. 15). Consequently, the 
organization should concentrate on informing stakeholders about their good intentions, 
decisions and actions to strengthen positive stakeholder support (Morsing & Schultz, 
2006, p. 327).   
 
The second strategy, the response strategy, also gathers information from stakeholders. 
According to this approach the organization needs to make sure that an organization’s 
decisions and actions are relevant for the external stakeholders since the organization is 
reliant on their support (Morsing & Schultz, 2006, p. 327). While the strategy may 
sound symmetric, it is still asymmetric as the organization attempts to influence 
stakeholder attitudes yet the organization itself does not make any changes based on the 
information gathered. It should be noted that by using this model the organization might 
risk asking the stakeholders questions in a way which enables them to get the responses 
they want (Morsing & Schultz, 2006, p. 327).   
 
The final approach, the involvement approach is, according to Morsing and Schultz 
(2006, p. 328) a strategy which the companies should strive towards. In this strategy the 
challenge is to establish and maintain two-way symmetric communication between the 
organization and stakeholders in which informing stakeholders and listening to their 
opinions are continuous processes (Morsing & Schultz, 2006, p. 328). Rather than the 
organization imposing a precise CSR strategy on stakeholders, the involvement 
approach emphasizes a dialogue with stakeholders to voice their concerns in relation to 
the organization, and at the same time accepting changes when necessary (Morsing & 
Schultz, 2006, p. 328). By having a dialogue with the stakeholders, the organization can 
make sure that it keeps up with stakeholders' expectations but also of their potential 
influence on those expectations, as well as allowing the expectations to influence and 
possibly change the organization altogether (Morsing & Schultz, 2006, p. 328).   
 
As described above, having an internal communication process of CSR policies that 
takes the voice of the employees into consideration is important because the 
organization can keep up with stakeholder expectations as well as develop the company 
itself. Internal communication and CSR communication are important concepts relating 
to the purpose of this thesis. By understanding the importance of internal and CSR 
communication and the techniques used to transmit the information to employees within 
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the organization, a notion whether internal communication of CSR strategies facilitate 
employee satisfaction can be formed.   

 

2.4 EMPLOYEE SATISFACTION 
 
Porter, Steers and Mowday (1974, as cited by Hsieh & Chan, 2012, p. 222) argued that 
while job satisfaction is easily influenced by specific work environments, organizational 
commitment is a more long-lasting, general perception of the organization. Therefore, it 
is important to also consider organizational commitment as an indicator of job 
satisfaction due to the interdependence between the concepts. Throughout the thesis 
organizational commitment will be examined as an important facilitator of job 
satisfaction.  
 
Research by Meyer and Allen (1991, p. 67) identified multiple dimensions to describe 
organizational commitment; affective commitment, continuance commitment and 
normative commitment. They claim that effective use of all three components will 
strengthen the relationship between employees and organizations. Affective 
commitment describes the emotional connection an individual has to an organization 
and how well they identify and embrace organizational activities (Meyer & Allen, 1991, 
p. 67). Continuance commitment relates to the likelihood that an employee stays with an 
organization due to extrinsic work benefits (Meyer & Allen, 1991, p. 67), meaning they 
value the consequences of the work above the work activities themselves (George & 
Jones, 2012, p. 185). Normative commitment shows the level to which an employee 
feels that they should stay with the organization due to a perceived obligation (Meyer & 
Allen, 1991, p. 67). Meyer and Allen (1991, p. 67-68) further suggest that the three 
concepts are viewed as dimensions of commitment that can be experienced to different 
degrees rather than separate parts experienced individually.  
 
A study by Hsieh and Chan (2012, p. 221) state that job satisfaction can be measured 
using two dimensions; intrinsic and extrinsic job satisfaction. Intrinsic job satisfaction 
relates to job specific tasks and the possibility to express task related skills and job 
values. Extrinsic job satisfaction relates to characteristics not related specifically to the 
job tasks, such as compensation or insurance (Hsieh & Chan, 2012, p. 221). When 
examining the relationship between employee’s job satisfaction and organizational 
commitment, Hsieh and Chan (2012, p. 227) found significant evidence of a positive 
relationship between extrinsic job satisfaction and organizational commitment. The 
organizational commitment can be further strengthened by a close fit between employee 
values and organization CSR activities (Hsieh & Chan, 2012, p. 227). Therefore, a well 
communicated CSR program could help recruit and retain employees and increase their 
level of satisfaction, and in turn result in more committed and motivated workers. Hsieh 
and Chan (2012, p. 228) also advise companies to carefully consider the triple bottom 
line, where a balance between economic growth, environmental protection and social 
responsibilities is desired.  
 
Employees’ job satisfaction is influenced by four concepts, as stated by George and 
Jones (2012, p. 103); personality, values, social influence and work situation. They 
argue that these concepts have significant impact over an individual's impression and 
perceptions regarding, and actions in, a particular job situations. Personality reflects 
personal actions and thoughts, values reflects whether an individual has intrinsic or 
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extrinsic work values, the work situation defines how specifics of job execution can 
affect the employee, and social influence relates to others’ influence over a person's 
thoughts and behavior (George & Jones, 2012, p. 102-105). As with the different 
dimensions to organizational commitment (Meyer & Allen, 1991, p, 67), researchers 
suggest to look at employee satisfaction concepts as interrelated instead of separate 
concepts (George & Jones, 2012, p. 105). As the concepts are interrelated, there are 
multiple theories that alone only describe a fraction of employee satisfaction, but used 
together can provide a more comprehensive explanation (George & Jones, 2012, p. 
105).  
 
Bauman and Skitka (2012) found a number of possible ways in which CSR can affect 
the relationship between companies and their employees. They state that CSR can: "(a) 
reassure concerns about safety and security, (b) provide positive distinctiveness and 
enhance social identity, (c) symbolize commitment to important values and engender a 
sense of belongingness, and (d) add meaning and provide a greater sense of purpose at 
work (2012, p. 65)." Much of Bauman and Skitka's (2012, p. 67) research is based on 
psychological theories as they argue that people assess companies similar to how they 
assess other humans, hence an organization should be evaluated as a social actor rather 
than a corporation. According to Ellemers (2012, p. 848) the reasons behind why people 
act the way they do are crucial in understanding behavioral outcomes, both individual 
and societal. Individually based approaches argue that people work together for egoistic 
reasons (Ellemers, 2012, p. 848) while the Social Identity Theory (Tajfel, 1982) instead 
explains why people act as part of a group and not as individuals.     
 
Further, Bauman and Skitka (2012, p. 77) propose that comprehensive CSR strategies 
covering different areas can in turn affect an organization's reputation and facilitate the 
recruitment of new employees as well as lowering the turnover rate of current 
employees. The study indicates that employees greatly appreciate and relate positively 
to an organization's participation in meaningful CSR activities as they consider it a 
positive reflection of them as individuals for being a part of the process. This further 
aligns with Ellemers (2012, p. 849) reasoning regarding the differentiation of the 
individual-self and the group-self. Extensive CSR activities can help foster employee 
identification with an organization as employees strive to be associated with the 
performed philanthropic activities. Moreover, this could result in greater employee 
commitment to the organization and greater employee satisfaction (Bauman & Skitka, 
2012, p. 78) as they are no longer prioritizing their individual goals over those of 
society (Ellemers, 2012, p. 851).  
 
The purpose of this thesis is to explore employee perceptions of internal communication 
of CSR policies at Umeå University to see how employee satisfaction can be affected. A 
cross examination of CSR, internal communication and employee satisfaction could 
thus aid an organization to achieve greater employee satisfaction as a result of well 
established and communicated CSR policies. This could increase the organization’s 
financial, social and environmental performance in addition to lowering the turnover 
rate. Therefore, the effect of internal CSR communication on employee satisfaction is 
important for organizations to understand in order to develop and implement successful 
practices beneficial for the organization and all of its stakeholders.  
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2.5 THEORETICAL FRAMEWORK 
 
Based on the previous discussion, the theoretical framework provides information on 
the concepts that the thesis will build upon. This includes the choice of employees as 
focus as well as the identified concepts; CSR, internal communication and employee 
satisfaction. The Stakeholder Theory explains the motivation behind choosing 
employees as the stakeholder group of choice. The theory identifies employees as 
primary stakeholders of an organization and emphasizes the significance of taking 
employees into consideration for the organization to succeed (Clarkson, 1995, p. 106). 
Thereafter, information regarding the three identified concepts; CSR, internal 
communication and employee satisfaction is provided. 
 
CSR relates to the responsibilities that organizations have towards stakeholders, beyond 
what is legally required by law. This includes economic, legal, ethical and philanthropic 
responsibilities (Carroll, 1991, p. 40) towards both primary and secondary stakeholders. 
Additionally companies can take on different approaches when adopting CSR strategies 
(Roome et al, 2006, p. 90; Cadbury, 2006, p. 6-7). Internal communication is highly 
important in order to inform employees about organizational values and goals (Welch & 
Jackson, 2007, p. 193). Yet it is often very difficult to communicate CSR to all of the 
organization’s stakeholders (Morsing et al., 2008, p. 98). An organization can convey 
their CSR strategy to stakeholders through a one-way communication approach, two-
way asymmetrical approach or two-way symmetrical approach (Morsing and Schultz’s, 
2006, p. 326-328). By successfully communicating these values and goals to internal 
stakeholders, an organization can increase employee commitment to the organization 
and its success (Bauman & Skitka, 2012, p. 77).  
 
Meyer and Allen (1991, p. 67) identified various dimensions through which 
organizational commitment can be described; affective commitment, continuance 
commitment and normative commitment. The use of these components could intensify 
the relationship between employees and an organization. An organization should also 
embrace the idea that by establishing a CSR strategy it can indicate a commitment to 
important values and by this increase employee commitment through belongingness 
(Bauman & Skitka, 2012, p. 65). Furthermore job satisfaction can be increased by 
employees prioritizing their group-self over their individual-self, which facilitates the 
identification with the organization (Ellemers, 2012, p. 849). Employee satisfaction is 
dependent on intrinsic and extrinsic motivation, which could be enhanced by a 
company’s CSR strategy (Hsieh & Chan, 2012, p. 227). Therefore, it is crucial that 
organizations recognize the potential impact of internal CSR communication on 
employee satisfaction (Hsieh & Chan, 2012, p. 227).  
 
This summarizes the theoretical framework, and next the methodological considerations 
will be presented. The structure presented in the theoretical framework will be followed 
throughout the data collection process, result presentation and analysis.   
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3. METHODOLOGICAL CONSIDERATIONS  

The following section will define and motivate the methodological choices made 
throughout this thesis. The methodological choices have been made in order to best 
facilitate the research process, including data collection and analysis to answer the 
research question. Firstly, the theoretical methodology and considerations will be 
discussed before continuing with a discussion of the practical approach to the research 
process.  
 

3.1 THEORETICAL METHODOLOGY  
	  
The theoretical methodology provides information regarding the theoretical 
considerations made for this thesis. It includes research approach, research strategy, 
research design, as well as considerations made in regards to the data collection method 
and data analysis. Finally, it will provide the criteria used to assess the quality of the 
thesis.  
 

3.1.1 Research Approach   
 
According to Bryman and Bell (2011, p. 11) there are two approaches to business 
research, deductive and inductive research. An inductive research approach begins with 
observation and data collection. The reasoning behind the initial observation and data 
collection is to get a better understanding of the examined situation (Saunders et al., 
2012, p. 146). Theories are later formed based on the gathered data in relation to 
existing literature on the subject (Bryman & Bell, 2011, p. 11) as the collected data is 
interpreted through analysis (Saunders et al., 2012, p. 146). A deductive research 
approach, contrary to an inductive approach, refers to when researchers construct initial 
theories based on existing literature and create hypotheses based on this information 
(Bryman & Bell, 2011, p. 11). The collected data from the performed research is then 
tested to confirm or reject the hypotheses (Bryman & Bell, 2011, p. 11; Saunders et al., 
2012, p. 145). Based on the outcome of the hypotheses tests, the initial theories might 
need to be revised in light of the new information (Bryman & Bell, 2011, p. 11). One 
important aspect of a deductive approach is the measurability of collected data, which is 
why deductive data tends to be quantitative (Saunders et al., 2012, p. 146). Saunders et 
al. (2012, p. 147) state abductive research as an additional approach to business 
research. An abductive approach incorporates aspects from both induction and 
deduction by allowing for constant movement between data and theory and is a 
common approach within the management field (Saunders et al., 2012, p. 147).  
 
As the purpose of this thesis is to explore employee perceptions of internal 
communication of CSR policies at Umeå University to see how employee satisfaction 
can be affected, an abductive research approach was chosen. This implies that a 
particular situation will be explored and information will be collected to analyze CSR, 
internal communication and employee satisfaction in connection to the previously 
presented  theories related to each concept. An abductive approach was chosen as 
neither a deductive or inductive approach could independently shape the research 
process. Instead, the theoretical framework will work as a guide when collecting 
empirical material and throughout the analysis, implying that the research process 
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alternates between theoretical aspects and data collection, which is in line with an 
abductive research approach. 

3.1.2 Ontological Assumptions 
	  
According to Bryman and Bell (2011, p. 20) the questions of social ontology center 
around the formation of social entities. The key question of ontology is whether social 
entities can be seen as objective and having a reality independent from social actors or if 
they should be considered as social systems that result from the impressions and actions 
of the social actors (Bryman & Bell, 2011, p. 20). There are two dimensions to 
ontology; objectivism and subjectivism (Saunders et al., 2012, p. 131). Objectivism 
represents the disposition that social entities are independent to social actors (Saunders 
et al., 2012, p. 131). Subjectivism (Saunders et al., 2012, p. 131), also called 
constructionism, implies that social entities are creations of social interaction and in a 
constant state of evolvement (Bryman & Bell, 2011, p. 22). Constructionism represents 
the ontological stand of this thesis as it is based upon groups of employees and their 
perceptions of what effect internal communication of CSR policies can have on 
employee satisfaction, which relates to the idea that organizations are created and 
shaped by the individuals within it.   
 
 
To explain the perspective of how researchers place organizations and the knowledge 
about them (Bryman & Bell, 2011, p. 24) Burrell and Morgan (1979, p. 22) suggest the 
use of four paradigms; functionalist, interpretative, radical humanist and radical 
structuralist. The paradigms stem from either objectivistic or subjectivistic assumptions 
(Burrell & Morgan, 1979, p. 21). Additionally, the paradigms are dependent on 
assumptions regarding principles of scientific research placing it as either regulatory or 
radical (Burrell & Morgan, 1979, p. 21). A regulatory stance implies that business 
research is descriptive about an organization's functions while a radical stance implies 
an assessment of what an organization should be (Bryman & Bell, 2011, p. 24). 
Following the assumptions made thus far in the research process and in line with the 
chosen regulatory stance, the paradigm most suitable for this research is the 
interpretative paradigm (Burrell & Morgan, 1979, p. 21). The interpretative paradigm 
provides guidelines for how this research will look at organizations, and argues that an 
organization is based on the opinions of the individuals within it and cannot be 
examined without taking these viewpoints into consideration (Bryman & Bell, 2011, p. 
24). The paradigm approach further incentivizes researchers to assess their perspective 
of the world around them, drawing attention to the importance of clarifying the 
relationship between epistemology and ontology when conducting their research 
(Bryman & Bell, 2011, p. 26).   
 
3.1.3 Epistemological Assumptions 
	  
Epistemology considers the different ways of examining the physical and social worlds 
(Easterby-Smith et al, 2012, p. 21). Epistemology can be further divided into positivism 
and interpretivism (Bryman & Bell, 2011, p. 17). Positivism is a difficult concept to 
define as many authors use it differently (Bryman & Bell, 2011, p. 15). According to 
Fisher et al. (2007, p. 17) a positivistic approach argues that objective knowledge is 
attainable and disregards the subjective behavioral influence of human actions. 
Interpretivism indicates that reality is formed by individuals in society based on their 
own interpretation of the world, others’ interpretations of the world, and social 



	   19	  

interactions between the two (Fisher et al., 2007, p. 21). Out of the two epistemological 
concepts, interpretivism represents the epistemological standpoint of this research as it 
is focused on employees’ perceptions of internal CSR communication, which relates to 
the idea that reality is based on individuals’ interpretations of the world and the 
interaction of those interpretations.  

3.1.4 Research Strategy  
 
There are multiple options to pick from in regards to the research strategy; quantitative, 
qualitative or a combination between the two (Bryman & Bell, 2011, p. 26).  The 
quantitative research strategy is an approach that places emphasis on the quantification 
in the collection and analysis of data and has a deductive approach to the relationship 
between theory and research in which the emphasis is on testing of theories (Bryman & 
Bell, 2011, p. 26). Furthermore, it tends to lean on a natural scientific approach, in 
particular that of positivism, and have an objectivist conception of social reality 
(Bryman & Bell, 2011, p. 150).    
 
Another strategy available for a researcher is the qualitative research strategy. Within 
this strategy emphasis is on descriptions and interpretations of surroundings instead of 
quantifiable collection and analysis of data (Bryman and Bell, 2011, p. 27). A 
qualitative research is performed in natural settings with the aim of interpreting the 
significance these settings have to individuals (Denzin & Lincoln, 2003, p. 5) and is 
often related to a social scientific approach (Bryman & Bell, 2011, p. 387) 
 
Choosing a qualitative research strategy allows for the possibility to examine employee 
perceptions of the concepts CSR, internal communication and employee satisfaction. A 
quantitative research approach would not provide enough insights to how the concepts 
are connected but merely determine the presence of a potential relationship between 
them. As the purpose of this thesis is to explore employee perceptions of internal 
communication of CSR policies at Umeå University to see how employee satisfaction 
can be affected, a qualitative research approach is assumed to provide the kind of 
information required to answer the research question and fulfill the purpose.  
 

3.1.5 Research Design  
 
The structure of a research process is mainly determined by what research design 
approach is chosen (Hair et al., 2003, p. 57). The purpose of the chosen design is to 
provide information in order to answer the stated research question, and do so in an 
effective manner (Hair et al., 2003, p. 57). According to Bryman and Bell (2011, p. 45) 
there are five different types of research designs; experimental design, cross-sectional 
design, longitudinal design, case study design or comparative design.   
 
An experimental research design refers to a situation where the effects of a variable is 
examined through the use of experimental groups where the variable is manipulated and 
control groups where the variable is kept constant (Bryman & Bell, 2011, p. 45). This is 
an uncommon approach within business research due to the difficulty of controlling 
variables of organizational behavior but is often used to evaluate non-experimental 
research to assess its internal validity (Bryman & Bell, 2011, p. 45). Cross-sectional 
research designs are used to gather information at one moment in time, covering 
multiple cases related to more than one concept (Bryman & Bell, 2011, p. 53). A cross-
sectional design is used to collect quantifiable data and to identify relationships between 
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concepts (Bryman & Bell, 2011, p. 54) and may seek to explain a frequency of a 
particular phenomenon or to compare different aspects of an organization (Saunders et 
al, 2000, p. 96). This method is most often utilized in quantitative research (Bryman & 
Bell, 2011, p. 57).  
 
The longitudinal research design is used to outline change over time (Bryman & Bell, 
2011, p. 57). The change is identified by making multiple observations and comparing 
the results (Bryman & Bell, 2011, p. 57). Longitudinal design is an uncommon 
approach in business and management research as it is both time consuming and costly 
(Bryman & Bell, 2011, p. 57). The comparative design approach uses more or less 
identical methods on two or more contrasting cases (Bryman & Bell, 2011, p. 63). It 
exhibits the logic of comparison, in a sense that one can grasp a social phenomenon 
better when it is compared to two or more meaningful contrasting cases or situations 
(Bryman & Bell, 2011, p. 63). This approach is utilizable for both quantitative and 
qualitative research (Bryman & Bell, 2011, p. 63). According to Bryman and Bell 
(2011, p. 59) case study design is a detailed and intense analysis of a single case. Case 
studies are used to answer questions pertaining to why and how certain choices are 
made, and what the consequences of those choices are (Schramm, 1971, p. 5). 
Additionally, a case study design makes it possible for the researcher to maintain a 
connectedness to essential and authentic events (Yin, 2009, p. 4). A case study can be 
about a single organization, a single location, a person or a single event (Bryman & 
Bell, 2011, p. 59-60). The approach is very popular and most commonly used in 
business research (Eisenhardt & Graebner, 2007, p. 30).    
 
In order to fulfill the purpose of this thesis, which is to explore employee perceptions of 
internal communication of CSR policies at Umeå University to see how employee 
satisfaction can be affected, and ultimately answer the research question: to what extent 
does internal communication of CSR policies at Umeå University facilitate employee 
satisfaction?, a case study research design was chosen. Performing a case study will 
allow for an exploration of influencing factors concerning CSR, internal communication 
and employee satisfaction. Furthermore, a case study could better identify a possible 
interrelation between said concepts without the disturbance of other differentiating 
organizational characteristics between cases. More specifically, this research would be 
conducted at a single organization at a single location in order to get a better 
understanding of the relationship between the chosen concepts. 
 

3.1.6 Data Sources  
 
Throughout this thesis both primary and secondary information from interviews, 
scientific journals, documents and books (Saunders et al., 2012, p. 83) form the main 
informational basis. Published theories and research on the three examined topics, CSR, 
internal communication and employee satisfaction, have been collected and comprised 
to provide the best theoretical framework for the empirically gathered data to be 
assessed against. The use of secondary sources over exhaustively primary sources 
makes the data collection process more effective as primary sources can be more 
difficult to obtain (Saunders et al., 2012, p. 83) but could also pose a risk of missing 
details, as secondary sources might not include all important details present in its 
primary form (Saunders et al., 2012, p. 90). Therefore, a combination of primary and 
secondary sources is used, as it will provide a more comprehensive informational 
foundation for the thesis.  



	   21	  

 

3.1.7 Scope of Research 
 
When conducting business research a researcher has to consider the fundamental unit of 
measurement and analysis of the research design (Bryman & Bell, 2011, p. 67). It is the 
foundation of any chosen sample (Easterby-Smith et al., 2012, p. 65). The different 
scopes of research are often observed within the constraints of the SOGI-model, which 
stands for societies, organizations, groups and individuals (Bryman & Bell, 2011, p. 
67). A research can focus on individuals within an organization (Bryman & Bell, 2011, 
p. 67). Another scope for research is analyzing groups, which would emphasize specific 
groupings such as Human Resource department or board of directors (Bryman & Bell, 
2011, p. 67). An even broader scope of research is to explore organizations, where the 
analysis in concentrated on the workplace itself as the main aspect (Bryman & Bell, 
2011, p. 67). Another approach is to focus on the societal surroundings that the 
organization operates in (Bryman & Bell, 2011, p, 67). A research can include different 
focus points but it is not recommended to include an extensive amount within the scope 
of research (Easterby-Smith et al., 2012, p. 66).   
 
Important considerations to make when conducting research is to determine what is 
included in the research, and what is excluded from the research (Ryan et al., 2007, p. 
740). This determination is decided on by reviewing previous literature on the subject 
and with a theoretical framework as a starting point, the chosen focus area can be 
related to findings and together form a theory (Ryan et al., 2007, p. 740). While 
excluding some concepts from the scope of this thesis makes it possible to find a 
feasible research topic, it also increases the risk of possibly excluding concepts that 
could prove to be of importance. Additionally, this thesis is limited to narrow concepts 
that could have included more theories and perspectives. The authors of this thesis 
argue however that a more focused research topic will increase the likelihood for 
relevant answers by eliminating distracting concepts accompanying a wider focus.  
 
The purpose of this thesis is to explore employee perceptions of internal communication 
of CSR policies at Umeå University to see how employee satisfaction can be affected. 
Therefore, the scope of the research will be individuals, and it will treat the organization 
as a gathering place for individuals instead of specific attributes of the workplace. By 
focusing the research on individuals the information collected can be better related to 
the stated purpose of the thesis. 
	  

3.1.8 Data Collection Methods 
 
The collection of data for this thesis will use a triangulation approach. This means that 
multiple data sources are used in the research to ensure the truthfulness of the data 
(Saunders et al., 2012, p. 179). The information used in this thesis is collected from 
interviews and official documents from Umeå University. This increases the reliability 
of the data that will be analyzed and used to answer the research question: to what 
extent does internal communication of CSR policies at Umeå University facilitate 
employee satisfaction? 
 

Interviews 
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The different methods most commonly used to collect data in a qualitative research are 
ethnography, qualitative interviewing, focus groups, language-based approaches and 
qualitative analysis of texts and documents (Bryman & Bell, 2011, p. 389). An 
ethnographic approach is used to study individuals in group settings (Saunders et al, 
2012, p. 181) when the research is conducted in close connection to the researched area, 
and therefore has the opportunity to understand and share cultural aspects within the 
studied field (Bryman & Bell, 2011, p. 389). Qualitative interviewing includes many 
varieties of interview techniques (Bryman & Bell, 2011 p. 389). Among them are 
structured interview, where the same interview frame is used on all respondents, semi-
structured interview, where the researcher follows an open guide with room for 
situational modification (Easterby-Smith et al., 2012, p. 128) and in-depth interview, 
which many times includes both semi- and unstructured interview techniques (Bryman 
& Bell, 2011, p. 205). The concept is closely connected to ethnography (Bryman & 
Bell, 2011, p. 389). Focus groups is a data collection method in which the use of group 
settings and discussions are utilized in the interview process (Bryman & Bell, 2011, p. 
205) when a distinct subject is to be discussed (Saunders et al., 2012, p. 400). 
Language-based approaches are ways to analyze conversational and other verbal 
information, while analysis of text and documents is based on non-verbal informational 
sources (Bryman & Bell, 2011, p. 389).  
 
Interviews were assessed to be the most suitable method option to collect the necessary 
data needed to answer the stated research question. Interviews will provide knowledge 
regarding the relationship between CSR, internal communication and employee 
satisfaction. The interviews will be semi-structured, meaning that certain topics will be 
covered but the interview process will not follow a strict guide, leaving both researchers 
and respondents with some influence over the interview development process (Bryman 
& Bell, 2011, p. 467). This will allow the respondent to openly discuss the subject at 
hand, while providing the researcher with enough directives to keep the discussion on 
topic (Easterby-Smith et al., 2012, p. 128).   
 
Advantages with conducting interviews in person include the possibility to identify non-
verbal cues that would go undetected in a standardized survey process or in non-
personal interviews and the possibility to ask follow-up questions to clarify respondents' 
answers (Easterby-Smith et al., 2012, p. 128). The flexibility of personal interviews 
allows for researchers to meet participants on their terms. This could increase the 
number of respondents and allow the researchers to present the research, its purpose and 
a background to concepts to increase the respondent’s understanding (Hair et al., 2003, 
p. 134). A semi-structured interview method will follow a guide including important 
areas to be covered, but does not necessarily have to include the same questions in all 
conducted interviews, depending on the situation and how the interview process 
proceeds (Saunders et al., 2012, p. 374). One disadvantage present is the loss of 
respondent anonymity during the interview process, all the while ensuring anonymity in 
the data result presentation (Easterby-Smith et al., 2012, p. 128). Another disadvantage 
which needs to be considered is the possibility of researcher influence over the 
respondents answers (Saunders et al., 2012, p. 381), due to involuntary verbal and 
nonverbal prompts which might lead to the respondent not answering truthfully. The 
advantage of being able to adapt the interview process and questions according to each 
situation also makes it more problematic to compare information when conducting an 
analysis (Flick, 2011, p. 183). The authors of this thesis however argue that the 
advantages of personal interviews outweigh the disadvantages, which is why interviews 
will be the main method for collecting empirical information.  
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Official Documents 
 
There are a number of official documents from Umeå University that relate to the 
environmental and social goals that the organization is effectively working towards (e.g. 
Årsredovisning 2012, 2013b; Årsredovisning 2013, 2014d; Årsredovisning 2014, 
2015d; Miljöutredning 2008/09, 2009). Conducting a document analysis of these 
documents will provide additional information to the empirically collected data through 
interviews. The information found in official documents will establish what information 
should have been communicated to concerned parties according to the organization as 
well as the development of the CSR policies. The advantages of using official 
documents as a part of the research process includes access to crucial information which 
would have been both time and cost consuming to obtain through a primary data 
collection (Saunders et al., 2012, p. 317). It will also allow for a collection of 
information over a longer period of time and the secondary data can be cross-examined 
by external parties to ensure the authenticity of the data (Saunders et al., 2012, p. 318). 
However, the use of secondary data increases the risk of discrepancy between the 
purpose of this research and the purpose for which the original data was collected which 
could affect the suitability of the data (Saunders et al, 2012, p. 319). The reliability of 
secondary data can also be difficult to determine, which calls for source criticism 
(Saunders et al., 2012, p. 320). The purpose behind the secondary data’s publication 
could also affect the way the information is presented which needs to be considered 
when analyzing its content (Saunders et al., 2012, p. 320). Despite these disadvantages, 
the authors of this thesis argue that the information from official documents will 
strengthen the empirical findings and subsequent analysis.  
 

3.1.9 Interview Guide     
 
The interviews, that will be used to gather data in order to answer the research question, 
will be conducted following the semi-structured interviewing technique. As previously 
stated, a semi-structured interview process follows a list of questions on rather specific 
areas that will be covered, and this list of questions is referred to as the interview guide 
(Bryman & Bell, 2011, p. 467).    
 
When preparing an interview guide some basic elements have to be taken into 
consideration (Bryman & Bell, 2011, p. 475). The interview guide has to contain a 
sufficient amount of topics in order for the interview to flow smoothly but it is 
important to be open to the possibility that the order of the questions could be subject to 
change (Bryman & Bell, 2011, p. 475). Arguably the most important aspect that has to 
be kept in mind when designing the interview questions is that they must aid the 
answering of the research question (Bryman & Bell, 2011, p. 475). The language used 
in the questions must be simple and relevant from the point of view of the interviewee 
and questions should not be set in a way that directs the interviewee when 
answering  (Bryman & Bell, 2011, p. 475).  These aspects will be taken into account 
when preparing the interview guide for this thesis. The formation of the interview guide 
will be further discussed in the practical methodology chapter.  
 

3.1.10 Sampling  
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The purpose of this thesis is to explore employee perceptions of internal communication 
of CSR policies at Umeå University to see how employee satisfaction can be affected. 
The ultimate goal is to provide practical solutions for organizations looking to improve 
their internal CSR communication and possibly affect employee satisfaction. The 
research has been limited to large to medium-sized organizations, in order to include an 
internal communication structure consisting of multiple dimensions. According to the 
European Commission (2015), a large organization consists of more than 250 
employees, and a medium-sized organization of between 50 and 250 employees.  
 
To facilitate the possibility of performing personal interviews, the research was decided 
to be executed in the Umeå municipality. After identifying some of the largest 
organizations in the area, Umeå University was chosen as the research subject since the 
organization already has established CSR policies, which facilitate the examination of 
how the communication of these policies to employees within the organization could 
possibly affect employee satisfaction. Umeå University was also an advantageous 
choice as the researchers assume the knowledge based organization to have a greater 
understanding of the concepts associated with the research and therefore be able to 
better answer interview questions asked in relation to the research question. The 
research population is restricted to Umeå University including all faculties, while the 
sample consists of participants from two faculties. Initially, only the Faculty of Social 
Sciences was the intended sample, but following some difficulties of finding a sufficient 
number of participants the sample was extended to include the Faculty of Medicine. The 
sample will include employees from different departments to increase the spread among 
the respondents and to reduce informational bias if one department possesses greater 
knowledge of the university’s CSR policies or any or all of the concepts themselves.  
 
The sampling process will follow a non-probability structure (Saunders et al., 2012, p. 
281) with a purposive sampling method (Saunders et al., 2012, p. 287). This means that 
the selection of participants will be intentional by the researchers with the assumption 
that they will provide relevant information to answer the stated research question 
(Saunders et al., 2012, p. 287); to what extent does internal communication of CSR 
policies at Umeå University facilitate employee satisfaction?  
 
A purposive sampling method can be performed through a number of strategies such as 
extreme case, heterogeneous, homogeneous, critical case, typical and theoretical 
sampling. For this thesis homogeneous sampling is the most suitable choice (Saunders 
et al., 2012, p. 287-289). A homogeneous sampling method means that the participating 
employees will share similarities so that any apparent difference will be highlighted 
(Saunders et al., 2012, p. 288). This approach is assumed to most effectively provide the 
researchers with participants who attain the right knowledge necessary to answer the 
stated research question. A homogenous sampling method could however also lead to 
increased participation bias (Saunders et al., 2012, p. 381). This means that the 
participants who agree to partake in the interviews might share similar values and 
information to an extent that it could lead to result misrepresentation, which needs to be 
considered.  
 

 

3.1.11 Data Analysis Method  
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Two common data analysis methods related to qualitative research are the Grounded 
Theory and analytic induction (Bryman & Bell, 2011, p. 574). The data analysis method 
directs the way the collected data is assessed and interpreted. 
 
Grounded Theory has over the past years become the dominant framework for 
analyzing qualitative data (Bryman & Bell, 2011, p. 577). In essence, grounded theory 
methods revolve around preparatory guidelines for collecting and analyzing data in 
order to build theoretical frameworks that explain the collected data (Charmaz, 2003, p. 
249-250). Within Grounded Theory, coding is an important aspect of the analysis 
process (Bryman & Bell, 2011, p. 577). Another important aspect of the Grounded 
Theory is the theoretical saturation, which is related to two phases of the theory: the 
coding of data and collection of data (Bryman & Bell, 2011, p. 577). These phases are 
interrelated in the research process and as data is analyzed it will indicate further data 
collection cases (Saunders et al., 2012, p. 186). The theoretical saturation within the 
coding of data is reached when there is no longer a need to review data to see whether 
or not it falls within the predetermined categories (Bryman & Bell, 2011, p. 577). The 
same is reached within collection of data when no new concepts emerge from the 
collected data (Bryman & Bell, 2011, p. 577). Constant comparison is also an important 
tool in Grounded Theory, which refers to constantly comparing coded material 
connected to the same category in order to identify the explaining theoretical foundation 
(Bryman & Bell, 2011, p. 577).  
 
Analytic induction is a method that examines a particular case or cases to determine the 
causes of a phenomenon (Saunders et al., 2012, p. 574). The initial step of the method is 
to form a crude research question before moving on to the creation of a plausible 
explanation of that question (Bryman & Bell, 2011, p. 574). Thereafter, the collection of 
data is done by examining cases (Bryman & Bell, 2011, p. 575). Depending on the 
findings, and if any deviant cases were identified, the original hypothesis might need 
alteration until no more deviant cases can be identified (Bryman & Bell, 2011, p. 575). 
The examined cases on which this thesis is based relates to the individuals participating 
in the research. When no deviant cases can be found, the hypothesis can be considered 
confirmed (Bryman & Bell, 2011, p. 574).  
 
As the purpose of this thesis is to explore employee perceptions of internal 
communication of CSR policies at Umeå University to see how employee satisfaction 
can be affected, the most suitable approach to base the data analysis on is following an 
analytic inductive method. This because one single case, that of Umeå University will 
be explored in order to determine how the cause, internal CSR communication, can 
affect the phenomenon, employee satisfaction. The use of Grounded Theory would 
require continuous movement between data collection and analysis, which was not 
applicable for this case due to time restrictions. Therefore an analytic induction method 
was considered to be a satisfactory choice of analysis method. Although there is no 
initial hypothesis to be tested for this thesis, there is a theoretical assumption that 
internal CSR communication can affect employee satisfaction, which the findings can 
be compared to. There is however some criticism that has been directed towards 
analytic induction and includes the lack of generalizability (Saunders et al., 2012, p. 
575) as well as the vague distinction of how many cases should be included in the 
research before the information or lack of deviant cases can be considered valid 
(Bryman & Bell, 2011, p. 576). With this in mind, as the purpose of this thesis is to 
investigate employee perceptions of the internal CSR communication at Umeå 
University, the lack of generalizability for further research is apparent. However, an 
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analytic inductive approach requires the information to be very case specific (Saunders 
et al., 2012, p. 575). Therefore, the results might be applicable for all departments at 
Umeå University or even in other universities but any extent of generalizability cannot 
be asserted (Saunders et al., 2012, p. 575). The limitation of not having a set number of 
interviews which should be conducted to consider the information valid is present and 
the authors of this thesis argue that when they deem informational saturation has been 
reached there is no further need for additional interviews.  
 

3.1.12 Quality Criteria  
 
The quality criteria between quantitative and qualitative research differs, due to the fact 
that the different aspects of reliability and validity that are used to asses to quantitative 
research, most often cannot be applied to qualitative research (Bryman & Bell, 2011, p. 
394). This is why many researchers have suggested that qualitative research should be 
evaluated using different criteria than quantitative research (Bryman & Bell, 2011, p. 
394).  Guba and Lincoln (1994, p. 114) propose that alternative criteria should be used 
as an option to reliability and validity. The criteria suggested by Guba and Lincoln 
(1994, p. 114) are trustworthiness and authenticity. The trustworthiness criterion 
consists of four components and can be seen as an equivalent for the criteria used to 
assess quantitative research. The four components are credibility, which parallels 
internal validity, transferability which is equal to external validity, dependability 
paralleling reliability and confirmability which parallels objectivity (Guba & Lincoln, 
1994, p. 114).   
 
Credibility of qualitative findings can be achieved by making sure that the research is 
conducted according to the doctrine of good practice and by showing the results of the 
research to the participants to ensure that the researcher has correctly grasped the social 
world (Bryman & Bell, 2011, p. 396). The transferability criterion relates to the 
possibility to adapt an original research design to another research area (Bryman & Bell, 
2011, p. 398). Guba and Lincoln states that for others to be able to interpret and 
evaluate whether the design can be used in another research setting is dependent on an 
existing detailed and comprehensive record of the research process (Guba & Lincoln, 
1982, p. 247). The third criterion is referred to as dependability, which requires that 
complete records of the whole research process are to be kept in a manner that is 
accessible to others (Bryman & Bell, 2011, p. 398). The final criterion is called 
confirmability and means that a researcher has to be able to show that he/she has acted 
in good faith and that personal values or theoretical bias has not affected the research or 
its findings (Bryman & Bell, 2011, p. 398).   
 
As an addition to these four criteria, Guba and Lincoln (1994, p. 114) suggest one more 
category for assessing qualitative research, called authenticity. This criterion is 
concerned with the political influence of the research and can be further divided into 
fairness, ontological authenticity, educative authenticity, catalytic authenticity and 
tactical authenticity (Bryman & Bell, 2011, p. 398-399). The fairness criterion refers to 
the obligation of the researcher to represent different outlooks that societal members 
have (Bryman & Bell, 2011, p. 398). The second criterion, ontological authenticity, 
deals with whether or not the research has aided the societal members to better 
understand their social settings (Bryman & Bell, 2011, p. 399). Educative authenticity 
of a qualitative research indicates that the research aids members of a social setting to 
better acknowledge opinions of others about a shared situation (Bryman & Bell, 2011, 
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p. 399).  Catalytic authenticity is used when evaluating whether or not the research can 
be seen as the driving force for members of the society to want to change their 
situations (Bryman & Bell, 2011, p. 399). The final criterion called tactical authenticity 
focuses on whether the research has granted the steps needed to take action  (Bryman & 
Bell, 2011, p. 399). The authenticity criteria are controversial and uncommon (Bryman 
& Bell, 2011, p. 399) and because of this, the use of these criteria will be limited in this 
thesis.   
 

3.1.13 Ethical Considerations  
 
When conducting business research authors have to take into consideration the variety 
of ethical issues that arise at different stages of the research process. Hair et al. (2003, p. 
108) present four ethical issues that are seen as being always important when 
conducting business research: coercing participation, potential physical or psychological 
harm, privacy and informing subjects about the aim of the research. Coercion considers 
whether or not the participant has been forced to participate in the research (Hair et al, 
2003, p. 108). A researcher also has a responsibility to make sure that participants do 
not encounter any physical or psychological harm when participating in the research 
(Hair et al, 2003, p. 109). Furthermore, research participants have a right to privacy and 
any data and results derived from the data should be used only for the purpose intended 
(Hair et al, 2003, p. 110). Lastly, when involving participants with the research they 
should be fully informed about what the researcher wants to achieve with the research 
(Hair et al, 2003, p. 110). In regards to this particular research these above mentioned 
ethical issues will be taken into consideration and violation of them will be avoided to 
the best extent. The ethical considerations of the research will be further evaluated later 
on (See 7.2 Ethical Considerations). 
 

3.1.14 Summary 
Figure 4 provides a visual summary of the considerations regarding theoretical 
methodology made for this thesis. The choices are highlighted in bold. 
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Figure	  4. Summary of Theoretical Methodological Considerations. 
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3.2 PRACTICAL METHODOLOGY  
The following section will provide information about the current organizational 
communication structure and how the empirical information has been collected. First, 
the organizational structure at Umeå University will be explained. Following is a 
presentation of the document examination process, the interview guide and interview 
process. Thereafter, descriptions regarding the data categorization and source criticism 
will be given.  
 

3.2.1 Organizational Communication Structure 
 
The current organizational structure at Umeå University (See Appendix 1 & 2) shows 
the hierarchical composition from the central administration to the faculties and the 
attached departments. The University Board is the top deciding organ within Umeå 
University and is composed of fifteen members, some of which have been appointed by 
the Swedish government and are not necessarily a part of the university (Umeå 
University, 2014a). The members of the board include representatives of teachers, 
students, businesses and the society. The university management includes the Vice-
Chancellor, Pro Vice-Chancellor. University Director and Deputy Vice-Chancellors of 
Education, Research, and External Relations and Innovation (Umeå University, 2014a). 
Each of the four faculties are administered by a Dean who also chairs the Faculty Board 
together with elected and student members. The Faculty Board is responsible for their 
faculty’s scientific research, postgraduate and undergraduate education (Umeå 
University, 2014a). The departments are generally where students and university 
employees carry out their work tasks (Umeå University, 2014a). The departments are 
responsible for education and research within the related subjects and are lead by a 
departmental board (Umeå University, 2014a).  
 
Based on information regarding the internal structure at the Department of Nursing 
(Umeå Universitet, 2015a) (See Appendix 3) it is assumed that a similar structure is 
adopted within other departments at Umeå University as well. A general chart (See 
Figure 5) was created based on the current organizational structure (See Appendix 1, 2 
& 3) to illustrate the entire organizational structure of Umeå University and to show the 
communication flow between units. The structure includes the head of the department, a 
local coordination group and workplace meetings. The local coordination group is lead 
by the head of the department and consists of representatives from the employing 
organization and unions. Also present are work environment representatives and 
representatives for inclusiveness, [inkluderandefrågor] (SACO-S-Rådet Umeå 
Universitet, 2010). The group meets a minimum of once a month and the head of the 
department is responsible for making sure that relevant issues are discussed prior to a 
decision being made (SACO-S-Rådet Umeå Universitet, 2010). Employees, who are not 
part of the local coordination group, instead have the opportunity to influence decision 
making through workplace meetings. The meetings are a way to create a two-way 
dialogue between employees and management, to include employees in the whole 
process up to the decision making and to give them the opportunity to influence the 
organization and work environment (SACO-S-Rådet Umeå Universitet, 2010).  
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	  	  	  	  Figure	  5.	  Umeå University Organizational Chart. 
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Among these are weekly newsletters sent out to employees regarding both internal news 
as well as external news (Umeå University, 2014b). Additionally there is a staff 
magazine, Aktum, which comes out quarterly and is also available as an online forum 
for internal discussions. The intranet, Aurora, contains information for the entire 
university (Umeå University, 2014b). Furthermore, direct emails are commonly used 
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(Umeå University, 2014c) to communicate information to and among employees. All 
employees are given an email address linked to the university to be used for work 
related correspondence (Umeå University, 2014c). 
 

3.2.2 Document Examination Process 
 
The official documents examined for this thesis are collected from the organization’s 
website and archive and consists of annual reports and case reports (e.g. Annual Report 
1998; Annual Report 2001; Miljöutredning 2009; Annual Report 2012; Annual Report 
2013; Annual Report 2014). As the documents are created for the organization or by the 
organization itself, the information within them can be assumed to be authentic. The 
documents from the organization can be compared to a managerial perspective as it 
reflects the policies in place. Therefore, the examination of documents strengthens the 
assessment of primary information in relation to the presented policies. A disadvantage 
is that the documents were not created with the purpose of this thesis in mind and the 
information presented in them can therefore be difficult to relate to this particular case. 
Even so, the authors of this thesis argue that the documents will provide additional 
valuable information and facilitate the coming analysis.  
 

3.2.3 Interview Guide 
 
The interview guide was comprised of a combination of introductory question, which 
opened up the interview followed by questions related to the concepts CSR, internal 
communication and employee satisfaction. When necessary, additional follow up 
questions aimed to get more insight into the respondents’ answers were asked as well as 
some specifying questions when clarification was needed (Bryman & Bell, 2011, p. 
477-478). Furthermore, the interviews were aimed to discover the interviewees’ 
perceptions of internal CSR communication within the university and their job 
satisfaction (Bryman & Bell, 2011, p. 479). The questions in the interview guide were 
designed in relation to the three themes of the literature review; CSR, internal 
communication and employee satisfaction (See Appendix 4).  
 

3.2.4 Selection Criteria 
 
In order to find appropriate participants for the research, three criteria were decided 
upon. Firstly, the participants had to be employed at Umeå University. Secondly, the 
participants were preferably employed within the Faculty of Social Sciences. Lastly, the 
participants were not in a higher managerial position within the organization. These 
criteria allowed the research to be directed at departmental employees within mainly the 
Faculty of Social Sciences, which was later extended to include the Faculty of Medicine 
as well. These criteria ensured that the employees were on the receiving end of the 
internal communication regarding CSR policies, which would facilitate the purpose of 
exploring employee perceptions of internal communication of CSR policies at Umeå 
University to see how employee satisfaction can be affected. 
 

3.2.5 Interview Process 
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To find participants for the research an initial contact effort was made by sending out 
emails containing a cover letter and additional information about the research (See 
Appendix 5 & 6) to ten employees within different departments in the Social Science 
Faculty. Out of these ten, no one replied besides an automatic answer of vacation leave. 
The following contact effort resulted in an additional 25 emails that were sent out to 
employees from different departments within the Social Science Faculty. Again, few 
replied and no participants were found. Out of the two initial contact efforts, no 
employees within the Umeå School of Business and Economics had been contacted to 
limit the researcher bias but for the third effort, employees within Umeå School of 
Business and Economics were included to increase the sample as a result of the 
previous response absence. The third contact effort consisted of another email sent out 
to 60 employees within departments from the entire university as well as visits to 
departments in hope of finding possible research participants in person which directed 
the sampling method toward more of convenience rather than merely purposive. A total 
of ten departments were visited but only six employees agreed to participate in the 
research. From the email contacts another four employees agreed to participate in the 
research. This resulted in a response rate of approximately 8%. 
 
A total of ten interviews were conducted with university employees from different 
departments. The interviews were conducted in both Swedish and English depending on 
whether the employees were comfortable with answering the interview questions in 
English. If not, the interviews were conducted in Swedish. Only two interviews out of 
ten were conducted in Swedish. All interviews were recorded and later transcribed to 
ensure a complete record of the information given. The length of the interviews varied 
but including the initial information given to the respondents about the research and its 
objective prior to the interview questions were asked, totaled to approximately three 
hours. The majority of the interviews were conducted in the respondent's’ personal 
offices, although a couple were conducted in other areas with more distracting 
surroundings such as a cafeteria and a lounge area in one of the departments. Despite 
this, the respondents did not seem disturbed by the surroundings and maintained 
focused during the interview. The researchers followed the pre-determined interview 
guide but allowed respondent to answer the questions in their own way and the 
researchers asked additional questions when the situation called for it. After the 
interviews, the information was transcribed and categorized according to the concepts 
of the thesis; CSR, internal communication and employee satisfaction. 
 

3.2.6 Data Categorization  
 
There are different approaches for how to compile the gathered data into manageable 
sections in order to facilitate the analysis process. This means to find general categories 
relating to the research to which the collected information can be categorized. This is 
done through coding and the structure of the coding process differs between researches. 
Following the analytic induction approach, the interview answers could be grouped 
together based on the concepts on which the thesis is based; CSR, internal 
communication and employee satisfaction. As most respondents were unable to answer 
the stated questions in an extensive way, the interview answers were fairly easy to 
categorize into the groups CSR in general, CSR policies at Umeå University, 
communication in general, internal CSR communication at Umeå University, employee 
satisfaction in general and improvements of employee satisfaction (See Appendix 7). 
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3.2.7 Source Criticism  
 
When conducting research, an evaluation of used literature is necessary to assess the 
strengths and weaknesses of the information. The sources used in this research are 
mainly scientific articles retrieved from search engines (e.g. Business Source Premiere; 
Google Scholar) and scientific textbooks available at Umeå University's library. 
Keywords such as CSR, communication of CSR, internal communication, employee 
satisfaction and organizational commitment have been utilized in search of electronic 
literature. Furthermore, the reference lists in found articles have been used in order to 
discover additional sources. Recent articles have been prioritized so that the information 
extracted from them would be as current as possible. Older articles have been used in 
cases where information relevant for the topic is provided and more recent sources 
could not be located.  
 
The use of secondary references has been avoided to the greatest extent but in some 
cases the original source was irretrievable and secondary referencing had to be utilized. 
This could pose as a disadvantage for the reliability of the information. Whenever 
possible an original reference was retrieved to make sure that an incorrect message was 
not conveyed. The annual reports of Umeå University have been used as a source in 
order to strengthen the empirical section of this study. However the annual reports are 
not considered an academic source and the information portrayed in them could be 
presented in a favorable manner for the organization, which could taint the reliability of 
the information. Despite this, the organizational documents were utilized to gain 
valuable organizational perspectives.  
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4. EMPIRICAL FINDINGS 

In the following section the empirical findings will be presented, starting with an 
introduction to Umeå University before presenting the results found in documents and 
through interviews. 
 

4.1 UMEÅ UNIVERSITY  
 
Umeå University is a public non-profit governmental organization. It is one of the 
oldest universities in Sweden founded in 1965 and consists of four faculties and 47 units 
and departments (Umeå University, 2015b). There are over 34 000 students enrolled at 
Umeå University and more than 4000 employees (Umeå University, 2013a). Out of the 
four faculties, the Faculty of Social Sciences is the largest with about 900 employees 
(Umeå University, 2012a). Umeå University’s vision is to establish a distinct 
international position as a leading higher educational institution and to have a 
significant impact on the regional development by creating valuable connections 
between research, education, collaboration and innovation (Umeå University, 2015c).  
 
CSR has been a concern for Umeå University since the late 1990’s (Umeå University, 
1999a) and has grown in significance ever since (Umeå University, 2014d, p. 82-84). 
As of 2015 Umeå University has fulfilled some of its goals related to gender equality 
and environmental issues, but is constantly working on improving its social and 
environmental impact (Umeå University, 2012b, p. 4-5; Umeå University, 2014d, p. 82-
85; Umeå University, 2015d, p. 73). In the following document analysis, the 
development of Umeå University’s policies relating to CSR will be presented.  
 

4.2 DOCUMENT EXAMINATION  
The document examination will start by looking at the established CSR policies from 
1998, 1999 and 2000. This will provide a foundation against which later documents can 
be assessed. A comparison of annual reports from 2012, 2013 and 2014 and other 
official documents will provide a more current informational background on the 
University’s CSR policies. The examination also provided information about the 
progress and improvements related to the areas.  
 
Umeå University’s annual report from 1998 establishes that the university strives for a 
more even gender distribution within all personnel categories (Umeå University, 1999b, 
p. 22). Presented below is a table picturing the gender distribution among employees at 
Umeå University in 2000 (See Table 1). During 1998 Umeå University initiated 
environmental action programs and established university wide environmental goals and 
an accompanying plan of action for procurement, waste and chemical management 
(Umeå University, 1999a, p. 4). The aim was for an organization wide integration of the 
environmental policies and general goals (Umeå University, 1999a, p. 4). In 1999 it was 
reported that the total amount of mixed waste had decreased and recycling of paper had 
increased somewhat (Umeå University, 2000, p. 12). By 2000 Umeå University’s 
environmental goals related to procurement, waste and chemical management had 
partially been obtained (Umeå University, 2001, p. 12). There is no mention of specific 
environmental goals in the examined annual reports, only general statements regarding 
procurement, waste and chemical management. There was however no details on what 
would be obtained.  
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        Table 1 

Gender Distribution Among 
Employees at Umeå University 

2000 
Female Male 

Senior Lecturers 33% 67% 
Research Assistants 39% 61% 
Lecturers 53% 47% 
(Umeå University, 2001, p. 40) 

  
 
In 2012 Umeå University established a council responsible for gender equality and 
equal treatment issues (Umeå University, 2013b, p. 58). The main responsibility for the 
council is to act as a committee for the strategic work within the area of equality and 
equal treatment, and it was decided that a three-year plan for equal treatment should be 
constructed beginning in 2013 (Umeå University, 2013b, p. 58). During fall of 2012 a 
council was started with the aim of having an intensified approach towards gender 
equality and equal treatment (Umeå University, 2013b, p. 58).  
 
As required by law, universities should acknowledge and promote equality among its 
employees (Umeå University, 2013b, p. 59). This is also an active issue at Umeå 
University which is continuously working for gender equality among its employees 
(Umeå University, 2013b, p. 59). For all examined years, the distribution of female 
students at basic and master level was significantly higher than that of males, an 
approximate percentage of 60% females and 40% males (Umeå University, 2013b, p. 
59; Umeå University, 2014d, p. 75; Umeå University, 2015d, p. 70). For employees, the 
distribution among genders is more equal with the exception of professors where males 
represent 70% or more (Umeå University, 2013b, p. 61; Umeå University, 2014d, p. 77; 
Umeå University, 2015d, p. 72) (See Table 2).  
 
Table 2 

Gender Distribution Among 
Employees at Umeå 
University 

2012 2013 2014 

Female Male Female Male Female Male 
Professors 27% 73% 29% 71% 30% 70% 
Senior Lecturers 45% 55% 46% 54% 46% 54% 
Research Assistants 53% 47% 48% 52% 48% 52% 
Lecturers 55% 45% 58% 42% 58% 42% 
 (Umeå University, 2013b, p. 61; Umeå University, 2014d, p. 77; Umeå University, 2015d, p. 72) 

 
 
One of the objectives within the business plan established in 2013, covering the years 
2013-2015 was that Umeå University should systematically work for gender equality 
and equal opportunities (Umeå University, 2014d, p. 74). Furthermore, the university 
should strive to have at least 30% female professors (Umeå University, 2014d, p. 74), 
which was achieved in 2014 (Umeå University, 2015d, p. 72). During 2013 the council 
for equal treatment educated employees and student representatives who are active with 
these types of issues (Umeå University, 2014d, p. 74), which continued during 2014 to 
increase the knowledge of equality issues (Umeå University, 2015d, p. 73).  
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Umeå University is working along an extensive environmental policy which 
incorporates long-term sustainable social development and identifies the university as 
environmentally friendly by making sure that students and staff are aware of 
environmental issues and that they take appropriate actions to promote sustainable 
development (Umeå University, 2013b, p. 67). Moreover the university wants to ensure 
that products purchased by the university contribute to lessen the use of raw materials, 
limit the use of toxins and lower pollution. The university’s employees and students are 
encouraged to consider environmental aspects in their work and to ensure that the work 
for sustainable development remains within the university’s framework (Umeå 
University, 2013b, p. 67). One department has recently received an ISO 14001 
accreditation as environmentally friendly, following work along well-established 
sustainability policies (Umeå University, 2015e).  
 
In 2010 the University board established environmental and sustainability goals which 
incorporate a plan of action in addition to intended projects. The three-year plan also 
prompted the appointing of key actors and figures as well as the development of a 
budget (Umeå University, 2013b, p. 67).  The main goals established were to limit 
environmental impact of work travels, lowering the overall environmental impact by 
reducing waste and resource use as well as hazardous chemicals and materials. The 
goals also urge using more environmental regulations for supplies procurement and 
offering more courses focusing on sustainable development (Umeå University, 2013b, 
p. 67-69). During 2013 the university continued its work along the same goals 
established during 2012 (Umeå University, 2014d, p. 82-84). The annual report from 
2014 provided information about what had been achieved so far in relation to the 
environment development (Umeå University, 2015d, p. 78). This includes a decrease of 
CO2-emission of work travels, an increase of purchases where environmental and 
ethical demands are followed and a decrease of annual energy consumption (Umeå 
University, 2015d, p. 78) which are all improvements in regards to the university’s 
overall environmental goals.  
 
The purpose of this thesis is to explore employee perceptions of internal communication 
of CSR policies at Umeå University to see how employee satisfaction can be affected. 
Therefore, official documents from Umeå University has been examined in order to 
determine what policies regarding CSR are currently in place and how these policies 
have developed over the last twenty years. By doing so the organization’s perspective 
can be assessed against the empirically collected data in order to relate employees’ 
perceptions to those of the organization.  
 

4.3 INTERVIEWS 
In this section each of the settings in which the interviews took place will be presented 
in order to provide a background to the process and therefore, the interviews will be 
described in terms of the location, atmosphere and the mindset of the respondent. This 
to help the reader grasp the course and ambiance of the interview process as this could 
affect the interview result. The interview participants were assured anonymity to ensure 
a greater willingness to speak freely about questions regarding the employing 
organization without repercussions. Thereafter, the interview results will be presented 
separately and in a logical order relating to the three concepts of the research; CSR, 
internal communication and employee satisfaction.  
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4.3.1 Interview Settings 
 
The first interview took place after lunch in a café located on Umeå University’s 
campus. The café was relatively quiet and there were only a few distracting elements 
during the interview which did not seem to distract the respondent from the interview 
process. The respondent was alert and eager to answer the questions and had some prior 
knowledge about the topic, however mainly regarding the environmental aspect. The 
respondent spoke freely and extensively when answering each question. The second 
interview took place at a quiet office and the interviewee seemed calm and willing to 
answer the questions that were asked. Although the timing of the interview was Friday 
afternoon the interviewee seemed alert. The interview started off with some background 
information on the topic of CSR, followed by brief information about the purpose of the 
research and that all information gathered would be used for the purpose of this thesis 
only. The third interview was a result of door-to-door knocking and was performed on 
the spot, which eliminated the possibility of the respondent to take a look at the 
questions beforehand and prepare. The interview was conducted at the respondent's 
office so very little distractions were present. The respondent did not possess detailed 
information about the topic beforehand, which resulted in short answers from the 
respondent’s part. Even so the respondent seemed willing to answer the questions.  
 
The fourth interview was conducted at the respondent’s office so the surroundings were 
quiet and the interviewee seemed relaxed and willing to answer the questions. The 
interview was performed on the spot, which gave the interviewee little to no time to 
prepare. The respondent did not possess information about the topic beforehand but was 
still able to answer the posed questions. The topic did not interest the respondent as 
such which was the core reason for the lack of knowledge and therefore the answers to 
the questions were relatively short. The respondent was in good spirit and answered the 
questions with a lot of humor. The fifth interview took place in the afternoon at the 
respondent’s own office in a calm corridor. There were no distractions during the 
interview and the respondent seemed to carefully think through the questions before 
answering. The respondent possessed very little knowledge of the topic prior to being 
informed at the interview which limited the scope of the answers. The sixth interview 
was conducted in the respondent’s office again on the spot, which left little time for the 
interviewee to prepare. The surroundings were quiet and the interviewee seemed alert 
and willing to answer. The respondent possessed some prior knowledge about the topic 
of CSR after having been dealing with issues related to the department. Interview 
number seven took place at a lounge area in one of the departments hallway which as a 
spot was little bit more noisy than an office would have been but not to an extent that it 
would have distracted the course of the interview. The interviewee seemed willing to 
answer the posed questions and had a lot to contribute. The respondent had prior 
knowledge about CSR relating to the respective department but the internal 
communication aspect was not too clear for the respondent. The interview itself 
proceeded smoothly and both the authors and the respondent were content with the 
course of the interview.  
 
The eighth interview took place in the morning at the respondent’s office and 
considering the time of day the respondent seemed energetic and was eager to answer 
the questions. The respondent possessed a variety of knowledge relating to all of the 
aspects of the interview, and the respondent answered at length to all of the questions. 
The overall atmosphere of the interview was very positive and the authors gained a 
bundle of new knowledge usable for the rest of the thesis. The ninth interview took 
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place in a quiet conference room in the morning. The respondent seemed interested in 
the topic although possessed little prior knowledge of the concept itself. The respondent 
gave informative answers as previous work experience had touched upon CSR activities 
that were used to further extend the given answers. The respondent was knowledgeable 
about the internal communication process within the concerned department but a little 
less so of the university’s communication process. The final interview took place in the 
respondent’s office, as arranged via email. The interview was scheduled for late 
afternoon but a previous meeting that went long, resulted in a 15-minute delay. Once 
the interview started the respondent seemed very knowledgeable about the concept and 
had previous working experience within the area. The given answers were well thought 
through and provided good and interesting information. The answers given also 
prompted multiple follow-up questions from the researchers. The respondent possessed 
a lot of information about the CSR policies on a departmental level but was not as 
familiar with the university’s general policies.  
 

4.3.2 Interview Results 
In this section the results from interviews will be presented following the same structure 
as previous section starting with CSR and followed by internal communication and 
employee satisfaction. The findings will form the foundation on which the following 
analysis is based. 
 

CSR 
	  
Seven of the respondents stated that they had some previous knowledge of the topic, but 
merely of the general term and less so of the specifics of which it consists. Two 
mentioned that they were familiar with the meaning of the concept but had not heard the 
term CSR prior to the interview. They continued to explain how they were familiar with 
and had taken part in environmental activities related to CSR but few connected social 
and financial activities to the concept. Only one respondent mentioned to be completely 
unfamiliar with the concept of CSR but showed an understanding of the concept later 
during the interview. Moreover, all of the respondents felt like the concept was not 
linked to their work at the university.  
 
When asked if they had any prior knowledge of the CSR policies at Umeå University 
the consensus was that the content of it was not news but no respondent could give 
specific examples of the policies. Six of the respondents then continued by saying that 
they were familiar with environmental goals related to work travels but had not 
reflected upon it being a part of CSR activities. One respondent mentioned the term the 
third task, [tredje uppgiften], which relates to the cooperation with society and is an 
employee responsibility in addition to teaching and research. The respondent continued 
by stating that no information had been communicated by the university in regards to 
the social aspects of CSR, to their knowledge. The respondent assumed some 
environmental policies existed but was not certain of the content. Another respondent 
who has had personal experience with the development of some policies claimed to 
have detailed knowledge of the environmental policies, but only on a departmental level 
and not the university’s general CSR policies.  
 
Eight of the respondents, when asked if they considered CSR activities important on a 
personal level, thought of them to be important or even very important. Again, the 
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emphasis was more on the importance of the environmental aspect of CSR than the 
social and financial components. Only two out of ten respondents did not feel CSR 
activities to be important on a personal level, mostly due to lack of knowledge about the 
topic or because the research and teaching done in the department was already seen as 
contributing towards CSR. One respondent explained the importance of CSR activities 
to be a result of an ethical obligation to others as well as to ensure natural resources are 
not used to exhaustion while another respondent said the personal concern for CSR 
activities have decreased due to recent technological improvements that contribute to a 
reduced environmental impact. Another respondent said that participating in CSR 
activities increased the feeling of personal proudness and related it to previous work 
experiences where CSR activities were a big part of the organizational brand values. A 
respondent said that an increased financial contribution from the university into CSR 
activities would be greatly appreciated.  
 
One respondent said that CSR activities are not a part of the job description and that the 
implementation should be someone else’s responsibility and that there is no time for the 
respondent to take part in it. Another respondent said that it seemed as though many 
plans and policies were created just for the sake of creating them and the respondent 
instead requested more practical documents into which the CSR policies would be 
integrated. 
 

Internal Communication 
 
All respondents stated that the majority of information from the university is 
communicated via email and through employee meetings within the departments. All 
respondents discussed the distribution channels and many suggested that the 
information sent out through emails should decrease and instead the most important 
aspects should be discussed at the employee meetings within the faculty. However, the 
meetings are time consuming and some employees found it tedious to have to sit 
through long meetings when being informed about things that they are not very 
interested in. Therefore, they consider emails to be a good communication channel as 
the employees can read through the information when time allows for it and it also 
provides the opportunity to go back and revisit information. One respondent also 
mentioned the possibility of hand picking the information that you find interesting and 
immerse oneself in the topic.  
 
All of the respondents said that the informational amount is too extensive to take in. The 
respondents therefore dismissed some information that was sent out to them simply 
because they do not have time to read all of it and still have time to do their work. One 
respondent said that “...every document that comes down with new regulation and new 
policies is seen as challenging and is distracting people from the core reason of why 
they are in the business.” The respondent continues “...it is so much internal 
communication that it becomes just a noise”, followed by “what should be done is to 
minimize [the information] because in the midst of all of these [policies], there are 
actually important stuff too. But now I think sometimes it's a thing that drowns because 
of the noise level…” Another respondent summed the informational overload up by 
stating that: “If I would get involved in all of these different policies at university for 
example, I mean that would be taking up all my time. So I mean it's not just CSR, it's 
other things as well”. The respondent also states that there is simply too much 
information to go through and that it is the superior's responsibility to select the most 
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important information and communicate it to the employees. It was also stated that the 
information process starts with a meeting between the Vice Chancellor and the Dean. 
The Dean in turn meets with the chairs and the chairs then pass the information on to 
group leaders who subsequently communicates the information to the employees. This 
usually, according to the respondent, generates an enormous workload with 
accompanying documentation.  
 
The respondents mention communication channels such as emails, the employee 
intranet and weekly newsletters in addition to the employee meetings held within the 
respective departments. One respondent mentions a request for a more extensively used 
intranet and says that an active intranet with a possibility to ask questions within it and 
to create a dialogue could benefit all employees. The respondent also suggests an 
improvement to the currently used intranet, which would allow employees to subscribe 
to specific topics of interest and make it easier to follow the information related to these 
topics. When asked about feedback regarding CSR activities, many respondents did not 
know where to direct the feedback but said that they felt comfortable asking their 
superiors or representatives within the department for information on where to turn. One 
respondent expresses a request for a clear online source for giving feedback. The 
respondent mentions the difficulty of locating appropriate feedback channels due to the 
limited contact information related to these questions, but continues by saying that it is 
a common issue and not only related to CSR issues.  
 

Employee Satisfaction 
 
The most influential aspects relating to the respondents overall job satisfaction varied 
but some similarities were found. For a few of the respondents the major source of job 
satisfaction was to know that they were doing something meaningful and contributing to 
society. Many also mentioned the possibility to teach and conduct important research as 
a valued aspect. Four respondents pointed out the working environment, the relationship 
with colleagues and the fact that people running the organization are reasonable as other 
important factors. Another factor mentioned was to know that your work creates 
positive outcomes for others, for example via developing new ways of communication 
in the university. An aspect that frequented the most in relation to overall job 
satisfaction was the receiving of positive feedback. This relates to feedback either 
directly related to your own work performance or research, or from students whom one 
has helped to, for example, find employment after studies or who have liked a lecture. 
Furthermore it was stated by a few respondents that having freedom to decide your own 
work schedule and the way in which you do your work is a source of job satisfaction.  
 
When asked about possible improvements for their job satisfaction six respondents said 
that they were already satisfied. However, one respondent mentioned more time 
working with others as a possible improvement and a couple others said that more 
resources could also improve the job situation. Two respondents stated that less 
administrative work would be a positive improvement. One of the respondents stated 
that a perfect situation would mean not having to worry about research grants and that 
having even more control of individual working time would increase job satisfaction, 
but the respondent was satisfied with the current situation as well. One respondent also 
stated that the integration of the organization in certain question, such as sustainability 
and overall collaboration between departments, would increase job satisfaction. A 
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respondent also suggested more energy committed to continuous improvements and 
encouragement in relation to updating teaching materials and technologies. 
 
Eight out of ten respondents said that participating in CSR activities could positively 
affect organizational commitment, job motivation and job satisfaction. However, many 
also say that they are struggling with how to connect CSR to their job situation and do 
not feel as if it is related to them. One respondent mentions that it would not affect job 
motivation at all and that there should be a separate unit to handle CSR activities and 
making sure that they are implemented and followed. A respondent, who compares the 
current job situation to a prior at another employer, where CSR activities were a part of 
the operations, mentions that CSR activities can increase an individual’s pride for the 
organization and the job tasks, which in turn can affect the organizational commitment 
and job satisfaction. Another respondent says that being involved with CSR activities to 
a greater extent probably could affect job motivation. The same respondent says that a 
lack of CSR activities could by contrast decrease organizational commitment if the 
employees do not feel as if they are a part of an organization that is contributing their 
part to society.  
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5. ANALYSIS  

In this section the results found through interviews and document examination will be 
assessed against the previously presented theoretical framework. The objective is to 
find evidence of a relationship between internal communication of CSR policies and 
employee satisfaction among employees as Umeå University. The information will be 
analyzed by asserting the choice of employee focus according to the Stakeholder Theory 
and then, following the same structure as previous sections, starting with CSR and 
followed by internal communication and employee satisfaction.  
 
The Stakeholder Theory previously presented in the theoretical framework (See 2.5 
Theoretical Framework) establishes the importance of including employees in 
organizational decision-making, as they are vital to an organization’s success. This 
supports the choice of employee focus for the thesis since without them the organization 
would have a slim to no chance of survival. Therefore, the organization has to take 
employee perceptions into consideration in their communication process and decision-
making. The empirical findings show that most respondents feel as if they are 
completely detached from the development of CSR policies which indicates the 
university's neglect for employee perceptions as they develop and implement new CSR 
policies.  
 
 
CSR 
 
A CSR strategy is adopted and implemented for different reasons, as mentioned 
previously in the theoretical framework (See 2.5 Theoretical Framework). An 
organization might be lead by management with a sincere concern for CSR related 
issues, it might want to increase its competitive advantage on the market or face 
demands from stakeholders to take more responsibility for its social and environmental 
impact. The official documents from Umeå University indicate that the organization is 
concerned about its social and environmental impact and is actively working on 
improving the situation. Some departments at the university are more active in CSR 
issues than others. One department has recently received the ISO 14001 accreditation 
following work along sustainability policies. The university has continuously increased 
the requirements for its CSR related goals throughout the years. This has consequently 
increased the number of CSR policies at Umeå University, which the interviewed 
employees also have noticed. The university’s focus is mainly directed at issues related 
to gender equality and environmental goals related to waste management and emissions, 
which becomes evident from Umeå University’s annual reports. This development 
throughout the years show that Umeå University has grasped the increased societal 
demand for an active CSR strategy within an organization but also indicates that the 
university recognizes the ethical importance of CSR.  
 
Carroll’s Pyramid of CSR (1991, p. 40) consists of economic, legal, ethical and 
philanthropic responsibilities of an organization. As public universities in Sweden are 
non-profit governmental organization the economic tier of Carroll’s pyramid does not 
apply to the university in a purely profitable sense. It could however be applied to the 
university’s operations as its existence has to make financial sense. This means that 
while the university is not operated to maximize profits, it has to generate enough grants 
and other financial donations and aids to cover costs of employees, facilities and other 
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expenses. The legal requirements applicable must be followed, as the organization is 
regulated by the government both in daily operations as well as in CSR activities. 
Ethical responsibilities apply to the university’s fair treatment of students, employees 
and other stakeholders. It also applies to other situations where ethical dilemmas are 
faced, and dealt with in the best way possible, where the university goes beyond legally 
regulated standards. While philanthropic activities can to some extent be incorporated in 
economic and ethical issues, they represent actions beyond the scope of what is required 
or expected and show the benevolence of the organization. One interviewee stated that 
the related department sometimes performs advisory work towards stakeholders outside 
of the organization without compensation, which represents a philanthropic aspect of 
CSR. The respondent continued saying that the advisory work is not encouraged by the 
university yet it is not opposed. Therefore, Umeå University is to some extent fulfilling 
the philanthropic aspect of Carroll’s Pyramid of CSR (1991, p. 40) yet not actively 
incorporating philanthropic aspects in their CSR policies. In order to expand their 
philanthropic CSR activities Umeå University could encourage their employees to 
partake in advisory work for their community. The university could also, by informing 
employees that the advisory work corresponds to CSR activities, potentially increase the 
employee’s understanding of the concept. 
 
 
Internal Communication 
 
Internal communication, as stated by Welch and Jackson (2007 p. 183) is “...understood 
as the strategic management of interactions and relationships between stakeholders at all 
levels within organizations.” This relates to the exchange of information within Umeå 
University throughout the entire organization. The purpose of internal communication is 
to accentuate the connection between fragments of information and to provide 
information to employees necessary to perform assigned job tasks, as discussed in the 
theoretical framework. CSR information might not be crucial for employees job tasks 
but is nonetheless very important to distribute to all employees as they in turn could act 
as intermediaries to external stakeholders. When employees are better informed of 
Umeå University’s CSR policies and more committed to them, the employees 
intermediary role could help portray a credible message to external stakeholders as 
employees were found to be the best advocates for information related to the 
organization.  
 
The empirical findings from the interviews show that the participants have not received 
much information regarding Umeå University’s CSR policies. They also perceived CSR 
to be someone else's responsibility and not related to their job, even though they 
consider it an important aspect to incorporate. The consequence for this is that the CSR 
information that is distributed within the university many times is not viewed by its 
intended audience. The overall communication distribution was found to be too 
extensive as one respondent stated: “...every document that comes down with new 
regulation and new policies is seen as challenging and distracting people from the core 
reason of why they are in the business.” The respondent continued “...it is so much 
internal communication that it becomes just a noise.” This implies that the employees 
are not benefitted from the extensive informational stream. Instead they are distracted 
by the overbearing amount of information and many simply ignore the information that 
is not directly related to their job. This is in accordance with literature stating that 
organizations have to be wary of the amount of information sent out to employees as it 
can overwhelm them (See 2.5 Theoretical Framework). All respondents stated that they 
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prefer a combination of communication channels, yet agreed that the current 
information supply was too vast to comprehend. This means that the communicational 
structure itself is appropriate according to the employees’ perceptions; yet the 
informational amount distributed needs to be altered in order to successfully convey all 
information. The assumption that the employees at Umeå University would have pre-
existing knowledge regarding the concepts used in the thesis was not accurate according 
to the empirical findings. However, the knowledge of these concepts could prove to be 
higher among other employees within the university than what the participating 
employees showed.  
 
As indicated in the theoretical framework (See 2.5 Theoretical Framework) 
communicating CSR to all stakeholders can be difficult which is why it rarely is a focus 
for organizations, especially CSR communication towards employees. This aspect is 
very visible within Umeå University since most of the respondents stated that their 
knowledge about the university’s policies were very slim. Employees who are part of 
the daily operations will require the CSR policies to be visible in every aspect of the 
organization in order to be convinced of the organizations sincerity. Therefore, it is 
important that Umeå University communicates the CSR policies actively so that the 
employees perceive it as a core value to the organization. An organization should make 
sure that the CSR communication they provide is relevant to the stakeholders. During 
the interview process it was evident that the limited communication about CSR policies 
from Umeå University was not considered relevant for the employees and some even 
perceived it as completely unrelated to their job description. Hence, the organization 
would benefit from involving their employees in the decision making to utilize their full 
potential which could prove beneficial for the employees commitment as well as when 
communicating information to external stakeholders. The empirical findings support 
this statement since some of the respondents stated that a higher level of involvement 
could lead to greater commitment to the University’s CSR policies. The respondents 
however stated that their schedule did not allow for any further involvement. Therefore, 
the dilemma of involving employees who feel as if they do not have time for additional 
tasks and responsibilities remains.  
 
According to Morsing and Schultz’s (2006, p. 325) CSR communication strategies, an 
organization could have an information based communication strategy, a response based 
communication strategy or a shareholder involvement based communication strategy. 
The empirical findings imply that Umeå University is currently using an information 
based communication strategy where the information is simply distributed to the 
affected parties. Two respondents expressed a desire for more dialogue between 
management and departments to increase the understanding for policies in general, and 
especially so for CSR policies. One stated that it sometimes felt as if the policies were 
created just for the sake of it, and not for a practical purpose as such. This corresponds 
to the stakeholder-based communication strategy (See 2.5 Theoretical Framework) 
where a symmetric two-way communication is maintained and stakeholder opinions are 
valued and used to develop the communication process. The findings from the 
interviews indicate that if Umeå University were to use an employee based 
communication strategy, the university could increase the commitment to the CSR 
policies and adapt the communication distribution according to employee preferences. 
By doing so, the CSR related organizational goals could be fulfilled more effectively, if 
the entire workforce was aware of and supported the causes.  
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Employee Satisfaction 
 
Theories related to CSR say that it can increase the sense of importance at work. One of 
the interviewees said that a organizational identity which is characterized mainly by 
environmental concern increases the likelihood of the employee telling external 
stakeholders about the organization and that the employee would feel more proud of 
being a part of the organization. This supports theories mentioned in the theoretical 
framework (See 2.5 Theoretical Framework) that an organization’s CSR activities can 
show commitment to important values and further increase organizational commitment 
through belongingness which is also supported by the theory of group-self where 
individuals identify themselves as part of a group, in this case Umeå University. This 
implies that the employees are affectively committed to the organization, since by 
definition affective commitment relates to an emotional connection between employees 
and the organization and the way in which they identify with organizational activities. 
Other respondents said that being more involved in CSR activities could add meaning to 
their work, which relates to the idea that CSR can provide greater meaning to one’s 
work. In addition, if CSR can provide positive distinctiveness, Umeå University can use 
their CSR strategies as a competitive advantage differentiating them from other higher 
educational institutions nationally as well as internationally.  
 
The empirical findings suggest that both the work situation and personal values greatly 
influences employees’ job satisfaction. Values can be further divided into intrinsic work 
values, relating to the satisfaction received from the task itself, or to extrinsic work 
values, relating to the outcomes of the work such as pay or insurance. The empirical 
findings indicate that the job satisfaction among the employees is influenced by both 
intrinsic and extrinsic character although intrinsic work values were more visible among 
respondents. Most of the respondents seem motivated by the feeling of their job making 
a difference and receiving good feedback, which relates to intrinsic values, while 
another named colleagues as a dominant factor of job satisfaction, which relates to 
extrinsic values. A connection between extrinsic job motivation and organizational 
commitment indicated a stronger relationship between the two, than that between 
intrinsic job motivation and organizational commitment. However according to the 
empirical findings this does not eliminate the possibility of high organizational 
commitment among intrinsically motivated employees. Opposing literature (See 2.5 
Theoretical Framework) however found that intrinsically motivated employees are more 
likely to be satisfied with their work and more loyal to the organization if they 
experience a greater sense of purpose. This implies that Umeå University can increase 
job satisfaction among its intrinsically motivated employees by enhancing the 
awareness for and involvement in CSR policies as it helps employees feel as if their 
contributions are important. It could also imply that the university should expand its 
CSR policies to include a greater meaning for society and not merely relate to key 
points such as gender equality and waste reduction, which might seem bureaucratic to 
employees.  
 
The general opinion among the interviewees was that they were satisfied with their job 
situation and were not able to provide extensive examples of changes to be implemented 
in order to improve their job satisfaction. One reason for this could be that the majority 
of interviewees were internally motivated, meaning that the possibility of expressing 
task related skills and job values are important drivers for them in relation to job 
satisfaction. Working at the university often implies that you are working within a field 
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or with a subject of your choice, which in itself is motivating and in line with intrinsic 
job satisfaction. Moreover, associating oneself as a part of a bigger whole could affect 
internally motivated employees positively as it broadens the scope of their work and 
increases the opportunities of making a difference on a societal level. The results 
regarding job satisfaction could also prove to be different had other employees with 
other job descriptions participated in the research. The general lack of improvement 
suggestions could also stem from the fact that many employees had not considered the 
question previously and it is possible that some would have some suggestions after 
having some time to think about it.  
 
One important aspect between all concepts, which is evident from the empirical 
findings, is employee involvement. The results imply that employees who are more 
involved in CSR issues as well as the internal communication and development of CSR 
policies, could increase their job satisfaction as they become more committed to the 
CSR issues and experience a feeling of responsibility. Employees, who are more aware 
of CSR issues and care for them on a personal level, are more likely to commit to and 
be involved in an organization with clear CSR policies. Employees who are not 
informed about the organization’s CSR policies cannot act according to the policies, nor 
can they be involved in the communication of policies to external stakeholders. 
Additionally, employees who are communicated information regarding CSR policies 
can incorporate them into their work and increase employee satisfaction by 
experiencing a greater connection to the organization and its values. However, the 
organization need to be wary of the amount of information being communicated, as an 
informational overload can obstruct the benefits accompanying CSR communication 
and leave the employees unaware of the organization’s benevolent actions.  
 
The analysis implies that all aspects of Carroll’s Pyramid of CSR (1991, p. 40) are 
fulfilled to some extent, yet some to a higher degree than others. The university’s CSR 
policies are mainly directed at gender equality and environmental goals related to waste 
management and emissions which is in line with what many interviewees perceive as 
important aspects to consider. The degree to which departments incorporate CSR 
policies differ, and some do so more extensively than others, which is evident from the 
recent ISO 14001 certification of one department. This is in line with previous research 
(See 2.5 Theoretical Framework), saying that it is important to incorporate issues that 
matter to the employees in order to increase job satisfaction. Umeå University’s CSR 
policies are distributed to employees through different communication channels but the 
employees’ knowledge regarding the policies is limited. This means that Umeå 
University has not been successful in their attempts of informing employees about CSR 
policies, despite their one-way communication approach of mere message distributing. 
An additional reason for the lack of knowledge among employees could be the fact that 
many do not perceive CSR to be a part of their work tasks or responsibilities. Therefore, 
the employees do not bother with the information that they are sent. As many 
interviewees stated that CSR policies could affect their job satisfaction, it is important 
that Umeå University communicates the existing CSR policies to all employees within 
the organization through a successful two-way communication strategy. Employee job 
satisfaction is dependent on both extrinsic and intrinsic motivation. While literature 
suggest (See 2.5 Theoretical Framework) that extrinsic job motivation is more dominant 
for organizational commitment than intrinsic job motivation, the interview results 
provide support for the opposite when related to job satisfaction as intrinsic values were 
more dominant than extrinsic job values among the employees.   



	   47	  

6. CONCLUSIONS & RECOMMENDATIONS  
In the following section the aim is to answer the research question: “to what extent 
does internal communication of CSR policies at Umeå University facilitate employee 
satisfaction?” Firstly, a conclusion related to the relationship between the concepts; 
CSR, internal communication and employee satisfaction, will be presented, followed by 
suggested recommendations.  
 

6.1 CONCLUSION 
 
From the analysis conducted on the empirical findings with support from the theoretical 
framework, four conclusions can be drawn. First, Umeå University is embracing all 
aspects of CSR but does not fulfill them to their full extent. The findings from 
documents and interviews confirm that CSR policies are in place yet most employees 
are not aware of them. This relates to the CSR variable of the research and the analysis 
asserts that Umeå University has implemented CSR policies as a permanent part of their 
operations. Secondly, the amount of internal communication is too extensive. 
Employees find the information to be overwhelming and difficult to take in. This relates 
to the internal communication aspect of the research and asserts that the internal 
communication processes at Umeå University fulfill their purpose, but not fully. 
Thirdly, an analysis of CSR, internal communication and employee satisfaction shows 
that increased employee involvement is considered a key aspect in relation to all three 
of the concepts (See Figure 6). This applies to the development of CSR policies as well 
as the communication of CSR policies. Lastly, from the analysis it is concluded that 
internal communication of CSR policies positively affects employee satisfaction, which 
answers the proposed research question.  
 
The theoretical framework establishes economic, legal, ethical and philanthropic 
responsibilities as the key aspects of CSR against which Umeå University's CSR 
policies are assessed. Based on these four aspects the empirical findings support the first 
conclusion stating that Umeå University is embracing all aspects of CSR but does not 
fulfill them to their full extent. While the university adequately fulfills economic, legal 
and ethical responsibilities, philanthropic activities are not encouraged nor recognized.   
 
The second conclusion, the amount of internal communication is too extensive, is 
supported by empirical findings. The empirical findings assert that Umeå University’s 
internal communication is conducted through various channels. Employees agree that a 
combination of communication channels is appropriate but are not satisfied with the 
extensive amount of information being distributed as it is overwhelming and time 
consuming. The theoretical framework also supports the conclusion that the 
informational amount needs to be adapted.  
 
The theoretical framework as well as the empirical findings supports the third 
conclusion, that an increased level of involvement is an important aspect in relation to 
CSR, internal communication and employee satisfaction. The employees mentioned that 
an increased involvement in the development of CSR policies and the communication 
of said policies was desired. Increased involvement in CSR development and 
communication to increase employee satisfaction is also supported by theories.  
 



	   48	  

The level of job satisfaction among the interviewed employees is generally high and 
while the employees had minor suggestions for improvements they were generally 
satisfied with their work situation. The employees however stated that an increased 
involvement in CSR activities and the development of CSR policies would affect their 
employee satisfaction positively. Therefore, the conclusion that employee satisfaction 
can increase through internal CSR communication is supported by the empirical 
findings and is also validated by the theoretical framework.  
 
 The purpose of this thesis was to explore employee perceptions of internal 
communication of CSR policies at Umeå University to see how employee satisfaction 
can be affected. Based on the empirical findings and the theoretical framework it can be 
concluded that the research question “to what extent does internal communication of 
CSR policies at Umeå University facilitate employee satisfaction?” can be answered to 
an extent. This since it is evident that internal communication of CSR policies has a 
positive effect on employee satisfaction among employees at Umeå University when 
looking at all concepts together. However, it is also evident that internal communication 
of CSR policies at Umeå University is not the sole influencing factor of employee 
satisfaction, as relationships with colleagues and other factors proved to be influential as 
well. To summarize, it is difficult to exhaustively answer the research question but the 
empirical findings together with the theoretical framework indicate that employees 
perceive that their job satisfaction can be improved by an increased level of 
involvement in the communication of CSR policies. Therefore, the purpose of this 
thesis is fulfilled.  

Figure	  6.	  Conceptual	  Model	  With	  Employee	  Involvement.	   

 

6.2 RECOMMENDATIONS  
 
The empirical results found during the interviews suggest that there are several 
implications to consider in relation to the internal communication of CSR policies at 
Umeå University.  
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Firstly, the results indicated that the total amount of information distributed to 
university employees is far too extensive for them to comprehend. Therefore, it is 
suggested that managers consider decreasing the informational burden placed on the 
employees. One way to do so is by further comprising the information in the electronic 
correspondence to only contain the most important points and place additional material 
on the employee intranet for easy access to more detailed information when needed. By 
increasing the opportunities for employees to receive information and participate in a 
dialogue regarding the information, the amount distributed through electronic 
correspondence could further decrease as well as facilitate employee understanding of 
the topics. Another way is to create a separate unit within the university that gather 
information regarding CSR and distribute this information to employees around the 
university by having educational meetings where the CSR policies could be discussed 
and the employees could give feedback. This unit would also be available for 
employees to ask questions as they arise or to turn to when having ideas of their own 
which could be added to the CSR action plan. This would provide employees with an 
opportunity to discuss specific ways in which CSR relates to their everyday work and 
what practical actions could be taken on a daily basis.  
 
Secondly, the university needs to make sure that all employees consider CSR as a part 
of their job, and not rely on someone else to do it as employees currently perceive it. 
The empirical findings indicated that the employees do not relate CSR activities to their 
job situation and thus, do not consider the CSR information communicated to them as 
important. Therefore, it is very important that the university ensures that employees 
identify themselves with the CSR goals as employees are a key facilitator when 
conveying CSR activities to other stakeholders. Today, the full potential of employee 
commitment in relation to CSR is not utilized which means that the university loses 
valuable reputation enhancing opportunities that employee facilitated communication to 
external stakeholders has on the credibility and their perception of Umeå University.  
 
Finally, Umeå University should incorporate a higher level of responsibility within its 
CSR policies and execute this increase in collaboration with the employees to further 
increase their involvement in CSR related issues. As the empirical findings indicated, a 
higher level of employee involvement in CSR related issues could lead to a higher level 
of organizational commitment and job satisfaction. Therefore, a more extensive CSR 
strategy carried out in collaboration with university employees could as a result increase 
employee commitment and satisfaction. 
 
The recommendations provided above are directed at the examined case of this thesis, 
Umeå University. The recommendations are nonetheless applicable to other 
organizations as well, as they provide valuable information for any organization that is 
developing their internal communication of CSR policies. Therefore, the thesis can be 
utilized in more than one setting and especially useful for Human Resource 
Management purposes.  
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7. Quality Criteria & Ethical                        
Considerations 

In this section the quality of the thesis will be assessed in relation to the quality criteria. 
The different aspects of quality criteria used to assess the trustworthiness of this thesis 
are credibility, transferability, dependability and conformability. The ethical 
considerations that have been considered will also be discussed. These considerations 
are coercing participation, potential physical or psychological harm, privacy and 
informing subjects about the objective of the research.  
 

7.1 QUALITY CRITERIA 
 
The credibility criterion has been considered as the interview transcripts were sent out 
to the interview participants, providing the respondents with the possibility of 
confirming that the information has been recorded in a truthful manner. This limited the 
risk of making incorrect assumptions of what the interviewees answered during the 
interviews. Furthermore, a triangulation approach was used in the data collection. In 
addition to qualitative interviews with Umeå University’s employees, Umeå 
University’s website and annual reports dating back to 1998 were analyzed as well to 
add further credibility to the thesis and the conclusions derived.  
  
The second quality criterion considered is transferability. This criterion has been 
considered by providing detailed records of the interviews in the form of transcripts as 
well as documenting the research process in detail. This makes it possible for others to 
determine if the same research design is applicable in another setting. This increases the 
transferability of the thesis and the conclusions from it.  
 
By providing a complete informational background to the research process the 
dependability criterion has been fulfilled to the best extent. Both authors of the thesis 
have taken part in the research process and agreed on the authenticity of the data 
collection process to increase the dependability of the research. By doing so, the 
dependability criterion has been fulfilled to the best extent. Even though an outside 
party has not controlled the research, the authors of this thesis argue that it is 
dependable as two individuals have agreed on the accuracy of the information included 
in the thesis. 
 
The final quality criterion considered is confirmability. The authors attempted to avoid 
researcher bias and influencing the results of the study to their best extent. The 
confirmability was further enhanced by including different perspectives within the 
theoretical framework in order to limit the research being dominated by any single 
perspective. The confirmability criterion has been fulfilled to the best extent possible.  
 

7.2 ETHICAL CONSIDERATIONS	  
 
The ethical consideration of coercing participation has been considered as no 
interviewee was forced to take part in the research. They were asked to participate and 
given the opportunity to accept or reject the invitation. The participants who did partake 
in the research have done so willingly. Inflicting potential physical or psychological 
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harm to participants was not considered an issue, as the research did not bring any stress 
to the interviewees. The research revolved around issues that are generally not 
considered as psychologically straining and was not harmful for the participants in any 
way.  
 
Privacy was considered, as the identity of the participants was kept anonymous 
throughout. There are no personal indicators that allow external parties to identify them, 
which also ensured that the participants could speak freely about the subjects at hand. 
Additionally, all participants were informed about the purpose of the research before 
deciding to partake and the authors made sure that their intentions of the research were 
made clear.  
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8. Limitations & Future research  

The previous chapter discussed the conclusions drawn from the analysis of the data and 
quality criteria related to this research. In this chapter the limitations of this study will 
be discussed along with suggestions for future research.  
 

8.1 LIMITATIONS  
 
As this study was conducted with a relatively tight time frame not as many respondents 
could be reached as desired which is a limitation to this thesis and the reliability of the 
findings generated from it. Furthermore, the low response rate of 8% could also be 
considered as a limitation. 
 
An apparent limitation for this thesis is the researcher bias, meaning that the 
researchers’ pre-assumptions could affect the research as a whole (Merriam, 2009, p. 
270). As the researchers are a part of the examined organizations, there is a risk of 
researcher bias. This has been known from the beginning and measures to avoid 
researcher bias have been taken by making sure that even though the research is 
conducted in the faculty to which the authors belong, participants from the management 
department have been excluded from the research. This reduces the risk that the 
research is influenced by employees working with the same subject to which the thesis 
relates.   
 
When conducting the interviews it became apparent that the questions asked did not 
generate answers of enough information for the research purpose to be exhaustedly 
discussed. Instead, the information gathered more directly indicated an insufficient 
internal communication of CSR policies. The respondents perceived they did not have 
enough information of the topic to answer in an extensive way, nor did they feel that 
they were involved with the dimensions of CSR to a degree to which they felt that they 
possessed valuable information. This was a great disadvantage to this thesis as the 
purpose of identifying and explaining the effects that internal CSR communication can 
have on employee satisfaction could not be thoroughly examined as the respondents 
were not able to connect their work situation to CSR as the information was, to a great 
extent, new to them. Despite this limitation, the answers that the employees could 
provide contained valuable information that could be used to answer the research 
question to an extent.  
 
Another limitation, which became apparent during the data collection, was that the 
questions asked in some interviews were more probing than they were designed to be in 
the interview guide. While a semi-structured interview process allows for more freedom 
both for the interviewers and interviewees it also increases the risk for unforeseen bias 
through leading questions. Moreover some of the interviews and all of the documents 
analyzed were in Swedish and only one of the authors is fluent in Swedish therefore, 
even though the information was double checked to the best of our abilities, some 
interpretation or misunderstandings might have occurred during the process. This can be 
seen as another limitation for this thesis.   
 
Despite these limitations, the conclusions drawn fulfill the purpose of the study and the 
research contributes valuable information to increase the understanding of internal CSR 
communication and its effects on employee satisfaction. This research has, despite its 
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limitations increased the authors understanding of the subject as well as the aspects of 
the research process. 
 

8.2 FUTURE RESEARCH 
 
This study was conducted at Umeå University.  While universities strive for efficiency, 
effectiveness and quality like all organizations, they do not represent the basic model of 
businesses operating for profit. Therefore, further studies could focus on organizations 
with a profit objective to explore whether differing conclusion can be drawn with 
information based on financially motivated organizations. Additionally, different 
industries could be examined to see whether they present different conclusions in 
relation to CSR, internal communication and employee satisfaction. As the research was 
conducted on department level employees at Umeå University, further research could 
focus on different levels of an organization to see how the perception of CSR, internal 
communication and employee satisfaction differ.  
 
As this study is focused on employee satisfaction which is a part of organizational 
commitment further research could be directed to see whether it is easier to relate the 
concepts of CSR, internal communication and organizational commitment together 
rather than merely looking at one aspect of organizational commitment. Furthermore, 
future research could look into only one specific aspect of CSR, for example the social 
or environmental aspect of it, and not just the concept as a whole.  
 
Another important aspect for organizations to consider that the authors of this thesis 
identified during the research process is the importance of involving new employees 
into the organizational CSR procedures from the beginning so that they can learn and 
adapt to the standards without their perceptions being clouded by habits or limited by 
previous experiences. This viewpoint was out of the scope of this thesis but provides an 
interesting opportunity for further research.  
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10. APPENDIX 

10.1 APPENDIX 1 - Organizational Chart, Umeå University 
 
 

  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

Figure	  7.	  Organisationskarta	  (Umeå	  University,	  2014e). 
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10.2 APPENDIX 2 - Organizational Chart, Faculty of Social 
Sciences 

	  
 
 
 
 
 
  

Figure	  8.	  Samhällsvetenskaplig	  Fakultet	  –	  Organisationskarta.	  (Umeå	  University,	  2013c).	  
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10.3 APPENDIX 3 - Organizational Chart, Department of 
Nursing  
 
  

Figure	  9.	  Institution	  för	  Omvårdnad	  –	  Organisation	  (Umeå	  University,	  2015a).	  
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10.4 APPENDIX 4 - The Interview Guide 
 
Interview Questions – Employees at Umeå University 
 

1. To what extent are you familiar with the concept of CSR? 
(Till vilken grad är du bekant med begreppet CSR?) 

2. To what extent you feel like the CSR activities are important to you, on a 
personal level? 
(Till vilken grad känner du att CSR aktiviteter är viktiga för dig, på ett 
personligt plan?) 

3. To what extent are you familiar with the University CSR policies? 
(Till vilken grad är du bekant med universitetets CSR policys?) 

4. How do you receive the majority of the university related information? 
(Hur får du majoriteten av den universitetsrelaterade informationen?) 

5. How are the CSR policies communicated to employees/you? 
(Hur är CSR policys kommunicerade till anställda/dig?) 

6. How are you involved in the development of the CSR policies? 
(Hur involverad är du I utvecklandet av CSR policys?) 

a. If not involved, do you think that being involved would increase your job 
commitment? Please explain. 
(Om inte involverad, tror du att din involvering skulle kunna öka din 
jobbrelaterade engagemang? Förklara.) 

b. If not involved, do you think that being involved would increase your job 
motivation? Please explain. 
(Om inte involverad, tror du att din involvering skulle kunna öka din 
jobbbmotivation? Förklara.) 

c. If not involved, do you think that being involved would increase your 
overall work satisfaction? Please explain. 
(Om inte involverad, tror du att din involvering skulle kunna öka din 
generella jobbtillfredsställelse? Förklara.) 

d. To what extent does you knowing that you are a part of an organization 
that is involved with CSR affect your organizational commitment? 
(Till vilken grad tror du vetskapen om att du är en del av en organisation 
som håller på med CSR/socialt ansvar påverkar ditt band/koppling till 
organisationen/Umeå Universitet? Förklara.)  
 

7. What is the most important aspect to you in relation to job satisfaction? 
(Vad är det viktigaste för dig när det kommer till jobbtillfredsställelse?) 

8. How do you think your job satisfaction could improve? By what changes? 
(Hur tror du att din jobbtillfredsställelse kan förbättras? Genom vilka 
ändringar?) 
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10.5 APPENDIX 5 - Cover Letter 
 
Hello, 
We are two students from the International Business Program currently writing our 
bachelor’s thesis on the subject of CSR, internal communication and employee 
satisfaction. The objective of our thesis is to examine the relationship between these 
three concepts and to conclude if there is a connection, which could be used to improve 
internal communication channels and increase employee satisfaction. Therefore, we 
want to interview employees at Umeå University to attain information regarding their 
perceptions of CSR policies, communication structure and employee satisfaction. 
 
All information gathered during the interviews will be treated anonymously and will not 
be used in any other purpose than to answer the research question. 
 
Thank you for your participation! Elin Löfman & Essi Parviainen 
If you have any questions please contact us on: ellaXXXX@student.umu.se or 
espaXXXX@student.umu.se. 
 
 

Hej, 
Vi är två studenter från det internationella civilekonomprogrammet som för tillfället 
skriver vår C-uppsats om CSR, intern kommunikation och arbetstillfredsställelse. Syftet 
med uppsatsen är att undersöka sambandet mellan dessa tre faktorer för att avgöra om 
det finns en koppling som kan användas för att förbättra interna kommunikationskanaler 
och öka arbetstillfredsställelsen. Därför vill vi intervjua anställda på Umeå Universitet 
för att samla information angående deras åsikter om CSR riktlinjer, 
kommunikationstrukturen och arbetstillfredsställelse. 
 
All insamlad information kommer att hanteras anonymt och kommer inte att användas 
för något annat syfte än för att svara på undersökningen. 
 
Tack för din medverkan! 
Elin Löfman & Essi Parviainen 
Om du har några frågor kontakta oss på: ellaXXXX@student.umu.se eller 
espaXXXX@student.umu.se. 
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10.6 APPENDIX 6 - CSR Information  
(From Umeå University Annual Report 2014) 
 
Additional information about CSR - Organizations Social Responsibility. 
Corporate Social Responsibility is a term related to the idea that companies, or 
organizations, take responsibility for their social impact from an economic, 
environmental and social perspective. Social and economical sustainability includes 
questions regarding redistributive politics, ethics and social responsibility on an 
individual, organizational and societal level. It also includes questions about 
demography, health and welfare, but also social responsibility in business and 
community, human rights and fair working conditions from a global and local 
perspective. This could be by participating in community programs, recycling, taking 
care of their employees and their families, decreasing their carbon footprint. 
The university has decided on an environmental policy, which should: 
                                                                                      

• Making students and employees aware of environmental issues and stimulate 
concrete actions, which promotes a sustainable development. 
                                                     

• To decrease the use of raw material as well as contribute to a poison free 
environment through choosing environmentally friendly products and prevent 
the release of pollution.                                             
                                                                                                

• The university employees and students view environmental and nature aspects in 
their daily operations at the university when it comes to activities generating 
substantial environmental impact. 
 

• Within the frames of university’s work for sustainable development to follow 
the rules and legislations and pursue permanent improvement process. 
                                                                            

Some of the environmental goals are: 
1a. The University’s environmental impact should be limited in work travelling. 
1b. The University’s environmental impact should be limited through decreased energy 
consumption. 
2. The number of courses and programs including the issue of “sustainable 
development” should increase. 
3. The number of registered acquisitions (procurement and purchases) where 
environmental demands are made should increase. 
4. Environmental and health hazardous substances should decrease (the key ratio being 
the number of registered environmental and health hazardous chemicals and substances) 
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Ytterligare information om CSR - organisationers samhällsansvar. 
Corporate Social Responsibility är en term som relaterar till idén att företag, eller 
organisationer, tar ansvar för deras samhällspåverkan utifrån ett ekonomiskt, 
miljömässigt och socialt perspektiv. Social och ekonomisk hållbarhet innefattar frågor 
om fördelningspolitik, etik och socialt ansvar på individ-, organisations- och 
samhällsnivå. Det innefattar även frågor om demografi, hälsa och välfärd men även 
socialt ansvarstagande I näringsliv och samhälle, mänskliga rättigheter och rättvisa 
arbetsvillkor ur ett globalt och lokalt perspektiv. Detta kan göras genom att deltaga i 
gemenskapsprogram, återvinna, ta hand om anställda och deras familjer och minska 
deras koldioxidutsläpp. 
Universitetet har beslutat om en miljöpolicy som ska: 
                                                                                      
                                           

• göra studenter och anställda medvetna om miljöfrågor och stimulera till 
konkreta handlingar som främjar en hållbar utveckling.                                      

• minska användningen av råvaror samt bidra till en giftfri miljö genom att välja 
miljöanpassade produkter samt förebygga utsläpp av 
föroreningar.                                                             

• universitetets anställda och studenter beaktar miljö- och naturresursaspekter i sin 
dagliga verk- samhet vid universitetet när det gäller aktiviteter som ger upphov 
till betydande miljöpåverkan.     

• inom ramen för universitetets arbete för en hållbar utveckling följa lagstiftning 
och föreskrifter och driva arbetet i en ständig förbättringsprocess.              

                  
Några av de miljömässiga målen är:  
                                                                                      
1a: Universitets klimatpåverkan ska begränsas vid tjänsteresor.   
1b: Universitets klimatpåverkan ska begränsas genom minskad energiförbrukning. 
2: Antalet kurser och program med frågeställningar i ”Hållbar utveckling” ska öka. 
3: Andelen registrerade anskaffningar (upphandling och inköp) där miljökrav ställs ska 
öka. 
4: Miljö- och hälsofarliga ämnen ska minska (nyckeltalet är antalet registrerade miljö- 
och hälsofarliga kemikalier och ämnen). 
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10.7 APPENDIX 7 - Table of Interview Results  
 
Table 3 

Categories Examples of answers 
CSR, in general "[CSR] is one of those concepts that pops up every now and 

then...in different contexts... in teaching and sometimes in 
research. Literature that you read for different reasons and 
so on... I mean it is a concept that I know broadly what it is 
but it is not something I have ever kind of worked with…" 

CSR policies at Umeå 
University 

"I would absolutely welcome it if the university was to do 
more in terms of CSR." 

  "It would be a good idea to discuss it every now and then." 
Communication, in 
general 

"...there is really too much information going by and we 
need someone to pick the most important parts out of it." 

  "...it is so much internal communication that it becomes just 
a noise." 

Internal CSR 
communication at 
Umeå University 
  

"...I can't say that there is a lot of information about [CSR] 
coming through any kind of channels." 

"...I would generally just delete the email that I get from the 
university's side and trust that my boss will give the 
information that I really need about the things that will 
influence my work or that has to do with some of my 
obligations..." 

Employee satisfaction, 
in general 
  

"I'm really happy, I really enjoy my work." 
 
"...if I feel that what I am doing has a direct use." 

Employee satisfaction 
improvements 

"...I am very happy with my work conditions so for the time 
being." 

   "Yes, less administration would be nice."  

Commitment and 
motivation "I have to say I am not involved at all." 

  "If you feel that you are a part of a bigger whole then you 
are kind of striving for the same goals...and of course it 
would increase the work satisfaction." 

  "...[the university] is actually caring about the environment 
and caring about CSR aspects and I think that that is 
positive in terms of my dedication towards the working 
place...I think it is a positive aspect for motivation in 
general." 
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