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ABSTRACT

Communication is the central phenomenon in organizations and is particularly im-

portant for its management. Normally, as an activity, it occupies a large part of the

time of managers, so improving communication skills directly or indirectly con-
tributes to improving organizational performance. Corporate communication is a com-
plex and continuous process through which members create, maintain and change the
organization. Information technology (IT) is the application of computers and telecom-
munications equipment, download, transmit and manipulate data, often in the context
of a business or other enterprise. As the use of electronic communication has become
more common for businesses of all sizes, the need for creating an IT departments in
every company, which most often use telephony and Internet devices to conduct busi-
ness, increases. An IT department is a team of people who are experts when it comes
to electronic communications of all kinds. In large organizations, the IT department may
even be responsible for strategic planning, in order to ensure that the established IT ini-
tiatives support the business goals of the organization. Unlike the IT department, which
is a part of a corporate company, an IT company is an individual legal entity, which is not
part of any company, but acts independently and has a different organizational struc-
ture. The main difference between IT department and IT company is in the management,
and therefore the communication differs. While the IT sector is closely linked to other
sectors, internal communication in an IT company relies on different methodologies, as
well as good project management. For all IT members to be up to date with the progress
and goals of the company is to ensure effective communication. The results of effective
communication arise from high levels of engagement, understanding and comfort in
working with a team on different tasks.

Communication, Corporate communication, IT department, IT organization
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1. BoBep

Communication is the central phenomenon in organizations and is particularly impor-
tant for management. Normally, as an activity, it occupies a large part of managers' time,
SO any increase in managerial effectiveness or improvement in communication skills
directly or indirectly contributes to improving organizational performance.

Communication is one of those human activities that everyone can recognize, but
few can define. As author Lee Thayer points out: , Communication is a good example of
something that is more talked about than truly understood .”( Lee Thayer cited in Rogers
and Rogers, 1976).

Communication occurs at four levels:

* intrapersonal,
* interpersonal,
* macro-social,
« organizational. (Hargie, O., Dickison, D. and Tourish, D., 1999).

The fourth and final level of communication, i.e. the communication that we will focus
on in this paper, is the network of organizational communication, i.e.

Organizational communication is a complex and continuous process through which
organizational members create, maintain, and change the organization. It encompasses
the study of group norms and the way they are developed and implemented, then the
formation of organizational identity and its interpretation through symbols, the formu-
lation of organizational values, its internal diffusion, as well as the creation of its visible
expression for observation from the outside. (Keyton, J., 2005)

This includes formal and informal channels of communication, rewards and punish-
ments, processes that facilitate connection and a sense of belonging, and, finally, the
creation and development of a corporate image. There are authors who believe that or-
ganizational communication should be divided into internal and external, that is, commu-
nication between members of the organization and communication between the organi-
zation and the environment.

2. Corporate communication

Understanding organizational communication is a prerequisite for being a successful
member of an organization and obtaining productive leadership positions. Communica-
tion is the primary element with which one can understand how an organization func-
tions and how employees and managers should behave.

It is obvious that organizations could not exist without communication. Even mem-
bers of an organization, before entering into the process of communication with poten-
tial customers, must communicate with each other in order to better develop the organ-
izational offering in the market.

Although many accept that the concept of communication is very important for the
effectiveness of organizations, its role is often underestimated and oversimplified. Com-
munication is seen as a simple technique, basic for the transfer of information that, if
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followed and respected, automatically places every employee in the class of effective
communicators.

All organizations must monitor how their members communicate with each other, be-
cause it is very likely that the survival and development of the organization depends on
the abilities of employees to exchange and coordinate necessary information.

In an organization, communication can be metaphorically treated as its bloodstream,
its oxygen, its brain, its central nervous system, its arteries, the ,highways" through which
business moves, the glue that connects the parts into a whole, the engine that drives the
vehicle.

All of these metaphors emphasize the role of communication in quickly conveying
messages and connecting different, yet interdependent parts. Moreover, the larger and
more complex the organizational structure, the greater the need for effective and effi-
cient communication.

As an example of the importance of organizational communication, a survey conduct-
ed in the UK among 2,600 employees from various industries can be highlighted. They
clearly expressed their view that what is most demotivating in performing their work is
precisely the lack of effective communication from managers, and this affects the re-
sults of their work.

The benefits of effective organizational communication are evident. Moreover, com-
munication is perhaps the most important human dimension of organizational function-
ing. For this reason, communication is of primary importance for the success of organ-
izations. After all, organizations exist for and by people, not vice versa, and they are
connected by communication.

Corporate communication is a set of activities involved in the management and organ-
ization of all internal and external communications, with the aim of creating a favorable
point of view among the stakeholders on whom the company depends.

3. Information technology organizations

Information technology organizations (IT organizations) are a separate or department
within a larger organization that is responsible for establishing, monitoring, and main-
taining information technology systems and services.

In a large organization, the IT department may even be responsible for strategic plan-
ning, with the aim of ensuring that established IT initiatives support the business goals
of the organization itself.

While in an IT organization, which is not part of a larger company, but is an individual
legal entity, the work process differs from that of the IT department. In this case, the
strategic planning of the IT organization is aimed at its own business goals, or at the
goals of the companies with which the IT organization cooperates, i.e. it is engaged as
an outsourcing organization.

IT organizational structures vary and can be centralized or decentralized depending on
the needs of the company. In a large organization, the IT department is usually managed
by a designhated Department Manager.

In private IT companies, depending on the size of the company, the highest-ranking
employee who has full control over the enterprise, organization or agency is the Chief
Executive Officer (CEO). Typically, the CEO has several assistants around him, and each
of them has specific responsibilities. Most often these are: Chief Financial Officer, Chief
Operations Officer, Chief Technical Officer, Chief Marketing Officer, executive information
officer and director or vice president, in the human resources department.
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4. Introduction to Information Technology

Information technology (IT) is the application of computers and telecommunications
equipment to store, retrieve, transmit, and manipulate data, often in the context of a busi-
ness or other enterprise.

The term first appeared in its modern sense in 1958, in an article published in the Har-
vard Business Review, where authors Leavitt and Whisler wrote, ,no name has yet been
established for the new technology, but we will call it information technology.” (Leavitt
and Whisler, 1958).

The term is most often used as a synonym for computers and computer networks, but
it also encompasses other information distribution technologies such as television and
telephones.

Several industries related to information technology, in addition to computer hardware
and software, include electronics, semiconductors, the Internet, telecommunications
equipment, engineering, healthcare, e-commerce, and other computer services.

IT organizations can be:
« adepartment (sector) of a larger corporate company;
« IT company, i.e. an individual legal entity, operating as an outsourcing organization.

5. IT department: structure and communication

As the use of electronic communication has become more common for businesses of all
sizes, the need to create IT departments in every company, which most often uses telephony
and internet devices to conduct business, increases.

Essentially, an IT department is a collection of individuals who are experts when it comes
to electronic communications of all kinds. In addition to understanding what forms of elec-
tronic data, visual, and audio communication are available, the IT department will be able to
assess the services available and determine which services and vendors can provide the
best equipment and service support for the company.

Along with deciding what equipment to use and which vendors to work with, the IT de-
partment will also oversee the day-to-day operation of all electronic communication devices
within the company.

Oversight of all equipment would include configuring network access, setting up and mak-
ing changes to existing workstations, and assigning access rights at various levels to key
personnel in the company.

It is important to note that although the IT department implements and facilitates the
flow of information, it does not create the policy that defines what information is accurate or
available to others.

The three main responsibilities of the IT department are:

— refers to the implementation of operational parameters for work
units and the use of IT systems, architecture and networks by individuals.

— refers to the hardware components, network, circuits, and all
other equipment necessary for an IT system to function according to the deter-
mined needs and system ,size” of the company.
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— which is perhaps the most visible task performed by the IT de-
partment, and therefore what they are most often associated with in the minds
of many workers. It refers to creating and maintaining operational applications;
developing, securing, and storing electronic data belonging to the organization;
and assisting with the use of software and data management across all func-
tional areas of the organization.

The importance of communication between different departments in an organi-
zation is one of the organizational functions that helps a company remain efficient
and productive. One of the more important forms of organizational communication
is interdepartmental communication.

The importance of communication between different departments in an organi-
zation becomes most apparent when that communication breaks down.

Hence, we can conclude that the IT sector in a corporate organization is closely
connected to all other sectors in the organization, such as: marketing, human re-
sources, sales, finance, as well as to other sectors offered by the company, depend-
ing on its business.

Communication between the IT sector and other sectors helps in the overall cor-
porate communication of the company, not only in the internal segment, but also
with the external environment, i.e. with the public.

6. IT company: structure and communication

Unlike the IT sector, which is an integral part of a corporate company, an IT com-
pany is an individual legal entity, which is not part of any company, but rather acts
independently and has a different organizational structure.

As we mentioned at the beginning of this chapter, we notice a major difference in
the management of the IT sector and the IT company.

In the IT sector, we observe that it is managed by an appointed Manager (Director),
who is selected by a vote among employees and/or is appointed by the supreme
board of the corporate organization itself, while in the individual IT company, the
highest-ranking employee, who has full control over the enterprise, is the CEO (chief
executive officer).

Also, in the IT company, in addition to the CEO, who is the head of the legal entity,
we notice several other people who hold senior positions, who are part of the organ-
izational decision-making of the legal entity.

Most often these are:

- Executive financial director (CFO - chief financial officer);

- Chief Operating Officer (COO);

- Chief Technical Officer (CTO);

- Executive marketing director (CMO - chief marketing officer);
- Chief Information Officer (CI0);

- Director or vice president, in the human resources department.
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Another difference that can be observed between an IT sector and an IT company is the
method and purpose of work. While the IT sector is closely connected to other sectors in a
company and works for the company's goals, an IT company works individually, as an out-
sourcing company, offering software and/or hardware services to external individuals or legal
entities.

IT outsourcing is the practice of using an external service provider to deliver some or all of
the IT functions required by a business, including infrastructure management, strategy direc-
tion, and service delivery.

IT outsourcing providers can take full responsibility for IT maintenance and support, and this
is called a fully managed service, or they can provide additional support to an internal IT team
or department, and this is called co-sourced IT support.

While in the IT department, we mentioned that it works depending on the other departments
of the company, that any networking, technical support, or program development is for the
company's purposes, in the IT companies we mentioned that they offer their services to exter-
nal, smaller companies or individuals who need IT services.

The most common services that IT companies offer for outsourcing are:

« Application/software development;

+  Web development/hosting;

« Application support or management;

+ Technical support or help desk;

« Database development or management;

+  Telecommunications;

« Infrastructure — hardware, software and network installation and support;
+  Networking and communications;

« Disaster Recovery (DRaaS);

+ Data center management;

7. Case study

To more visually define the difference between the IT sector and the IT company, we
will take an example the principle of operation of a large corporate organization from the
banking sector.

8. Discussion

In a bank, in addition to sectors such as lending, leasing, deposits, payment opera-
tions, credit cards, etc., there is also an IT sector, which is responsible for setting up a
network in each sector individually, ensuring that every employee is connected to that
network, as well as for maintaining it.

Before connecting employees to the network, the IT department is obliged to create a user
account for each employee with a username and password to log in to the computer as-
signed to them for work, as well as to create an e-mail account with which the employee will
be able to communicate internally within the organization, as well as externally with clients.
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Also, the IT department should connect each employee to a telephone network that
will enable direct communication between employees by dialing a special extension (e.g.
call extension 37 — payment card department, extension 38 — leasing department, exten-
sion 39 - lending department, etc.).

In the event that any of the bank employees has a problem with the network, teleph-
ony, e-mail account, computer, or any IT device (printer, projector, monitor, etc.), the IT
department employees will be called upon to resolve the problem.

But, in a bank, in each department, in addition to the individual network they use, to
which they upload documents and to which only employees from the department have
access, they can also use a program (an app) where they enter the necessary informa-
tion about clients and the cases they are working on.

The app they use was created for the needs of the sector, but it was not created by the
bank’'s IT department, but by an external IT company (as an outsourcing service) that the
bank hired to create the app.

Also, the aforementioned app is not taken care of by the IT department, but by the IT
company. If there is a problem with the app or any obstacle in operation, the bank em-
ployees inform the IT company directly or the IT department contacts the IT company,
but in no case does the IT department solve the problem.

9. Communication in IT organizations

Regardless of the size of the IT company or IT sector, the people who make up the IT
team are vital to the success of a company. It is important to understand how IT teams
function, how they should be structured, and how they can help a business grow.

As we mentioned, the IT department is responsible for providing business infrastruc-
ture, network, and operating systems. The IT team enables employees to communicate
and collaborate with each other, provides the functionality they need to do their jobs,
facilitates the flow of information, and automates tasks.

When building an IT team, it is important to assess the company’s needs, what ser-
vices it offers, and what types of systems it has. Once these questions are answered, a
conclusion will be reached on what type of team the company needs, as well as the level
of expertise that will best benefit the company.

Itis important to mention that some IT teams are permanent bodies within a company,
while others may be temporary depending on specific projects or requirements.

There are 4 main types of IT teams:

— focused on maintaining, monitoring, and managing a company'’s
operations, technology, and infrastructure. This includes networks, services, sys-
tems, and web services. These teams are very important because they make sure
everything is functioning properly to support day-to-day business operations. The
operations team is a constant in the business because they constantly monitor and
support the company’s operations.

— similar to the operations team, this team takes care of the services and
systems within the company, usually the computers and other equipment used in
the business. These are permanent teams as they help maintain business opera-
tions and test, assess, and fix any computer or network issues.
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— are tasked with managing and improving IT systems to solve specific
business problems and procedures. Business processes span a range of company
functions, such as data, security, operations (ops), and development (devs). Be-
cause of this overlap, process teams may often work and collaborate with Ops and
Devs teams, as well as external contacts and customers.

— are set up to work on a specific problem, release, change, or implemen-
tation. These teams are usually created on a temporary basis per project. They can
be assembled by hiring people for a specific period of time or by taking over other
IT team members and reassigning them to a specific project. These teams are
usually disbanded after the project is completed or transitioned to another project.
(Internet source)

It is very important to define teams in larger IT departments or companies. While people
in an IT department may have the same knowledge, that does not make them all experts in
certain parts of the company. Dividing IT people into teams helps develop a structured de-
partment or company and helps differentiate what the IT teams’ jobs and priorities are.

Most IT teams are organized around processes or projects. In smaller organizations, most
often in IT departments, IT people may be generalists with a wide range of technical knowl-
edge. In larger organizations, teams tend to be more specialized.

10. Conclusion

IT covers a wide range of areas that include, but are not limited to, work processes,
computer software, computer hardware, programming languages, and data structures.
In short, anything that creates data, information, or knowledge, in any visual format,
through any multimedia distributed mechanism, is considered part of the domain space
known as information technology. (IT)

As we've mentioned in this paper, the IT department is the backbone of the modern
workplace: without technology, most businesses would not be able to function effective-
ly. Unfortunately, in many organizations, the only time people think about the IT depart-
ment and what it does is when something goes wrong.

A good IT communication plan and strategy can help increase awareness of the de-
partment's role in the organization and any projects, initiatives, or other issues that the
organization should know about. The results of effective communication stem from high
levels of engagement, understanding, and comfort in working with a team on different
tasks. As a project professional, he should have an arsenal of qualities, but the most im-
portant are good communication skills, which are one of the biggest drivers of business
success. Good communication is an important component of project management, al-
lowing projects to progress smoothly and on time. It ensures that team members are
aligned with the project goals and understand exactly what is expected of them. It also
helps build trust so that everyone works better together from the beginning to the end of
the project.
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