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ABSTRACT

This is a study of using middle managers’ stories to understand the culture of a
Malaysian organisation. Using Schein’s (2010) organisational culture theory, a
qualitative methodology using semi-structured in-depth interviews was conducted to
obtain the stories of middle managers from XYZ organisation about their organisation
and its livelihoods. There were 18 middle managers altogether, however only 14
respondents agreed to participate until the end of the study. The researcher prepared
verbatim transcripts of the in-depth interviews and analysis of the data generated to
seven main themes which portrayed the culture established at XYZ organisation. The
themes were (1) the three leaders, (2) work routines and relationships, (3) the puppet
master, (4) the cold fish, (5) stingy management, (6) heroes and (7) hopes and dreams.
The themes built from the respondents’ stories also exposed XYZ organisational
culture dimensions. From the respondents’ stories, it is found that XYZ organisation
has a miasmic and toxic culture. This study suggests XYZ organisation can cure its
miasmic and toxic culture by hiring a consultant to help XYZ management to cure
their organisation’s culture, use confrontation and survey assessment to deal with
toxic employers or employees, eliminate toxic employees from organisation, and
lastly report to a person that has higher authority in the organisation. This study
shows the importance of Malaysian organisations to listen to their middle managers’
stories because it can help to improve leadership skills and employees’ productivity
which in turn cause the organisation to be more prosperous and healthy. This research
also contributes to the enrichment of the existing body of knowledge in the area of
organisational communication. Lastly, this work can serve as future reference for
Malaysian organisational practitioners and academic researchers on the subjects of
organisational culture, organisational stories and the relationship between these two
areas.

ii



W\UL’JA

Lo aplle debote DS (gl augd) pp ) el alisn) (3 Al ads s
pllsinl Beg Aamgie shar) & (Yo Vo pla) o) Rl B &k slasaals
Js= b deaie oo plagin che j2ad o o) dabie 4 Baate SOl
Isibly Joib Sliwe (1 8) N copbamsin Lo (VA) s O L agzians Jows egralano
s dieadl M 18> ol el asl il B8 > aSlell e
tabie @ canil P BEN ©pso Gy dnd) medlye Gad bilas) ¢ g UL
Aoy cBNly 59 Jeadly B B3 1 3k LS Rl Slesige LSy sl
& Slesaslly =Yg JWVly JUally ) 3l U Sy ¢ )
gy b Rkl Al B sl s Lol gl el e e
odd B ARy R B 13 Aokt ) OF palland) jaad e L] 2yl
St Gy IV e 235 Rl LB 2 S b dedane OF Ayl
et ey gl pldsaialy (pgrecnss 3 B Ml dadaie §l) suslld
& el bl o cladlly (bl ol sl feall Ol me aladd
oda iy ebl) 3 dble el aul ol jeseall ) LB sl 1Ty calad)
O K8 BY (o) Wit javad ) plenad) 2l oludadl a8 aul)
alad) faxr ] opa (o35 L bl Aol wald)l Wl pend o sels
2 & s3rgll Blll dogez o3 3 Lal ol Mo gy By [las)l ST
ylonl) Bl Lar o Bl el e 05K OF -Ss ity L aedandl Y LasY)
Baly ool j2adlly (headadl B moslye Jom sV iUy W

NS ENREY

iii



APPROVAL PAGE

I certify that I have supervised and read this study and that in my opinion; it conforms
to acceptable standards of scholarly presentation and is fully adequate, in scope and
quality, as a dissertation for the degree of Master of Human Sciences
(Communication).

Che Mahzan Ahmad
Supervisor

Aini Maznina A. Manaf
Co-Supervisor

I certify that I have read this study and that in my opinion it conforms to acceptable
standards of scholarly presentation and is fully adequate, in scope and quality, as a
dissertation for the degree of Master of Human Sciences (Communication).

Aida Mokhtar
Examiner

This dissertation was submitted to the Department of Communication and is accepted
as a fulfilment of the requirement for the degree of Master of Human Sciences
(Communication).

Aini Maznina A. Manaf
Head, Department of
Communication

This dissertation was submitted to the Kulliyyah of Islamic Revealed Knowledge and
Human Sciencesand is accepted as a fulfilment of the requirement for the degree of
Master of Human Sciences (Communication).

Rahmah Bt. Ahmad H. Osman
Dean, Kulliyyah of Islamic
Revealed Knowledge and Human
Sciences

iv



DECLARATION

I hereby declare that this dissertation is the result of my own investigation, except
where otherwise stated. I also declare that it has not been previously or concurrently
submitted as a whole for any other degrees at [IUM or other institutions.

Noor Khairin Nawwarah Binti Khalid

Signature..........c.oooiiiiiiiii Date .....cocovviiiiiiia.



INTERNATIONAL ISLAMIC UNIVERSITY MALAYSIA

DECLARATION OF COPYRIGHT AND AFFIRMATION OF
FAIR USE OF UNPUBLISHED RESEARCH

MIDDLE MANAGERS’ STORIES: UNDERSTANDING CULTURE
IN A MALAYSIAN ORGANISATION

I declare that the copyright holder of this dissertation are jointly owned by the
student and ITUM.

Copyright © 2017 Noor Khairin Nawwarah Binti Khalid and International Islamic University
Malaysia. All rights reserved.

No part of this unpublished research may be reproduced, stored in a retrieval system,
or transmitted, in any form or by any means, electronic, mechanical, photocopying,
recording or otherwise without prior written permission of the copyright holder
except as provided below

1. Any material contained in or derived from this unpublished research may
be used by others in their writing with due acknowledgement.

2. IIUM or its library will have the right to make and transmit copies (print
or electronic) for institutional and academic purposes.

3. The IIUM library will have the right to make, store in a retrieved system
and supply copies of this unpublished research if requested by other

universities and research libraries.

By signing this form, I acknowledged that I have read and understand the IITUM
Intellectual Property Right and Commercialization policy.

Affirmed by Noor Khairin Nawwarah Binti Khalid

Signature Date

vi



Every challenging work needs self-efforts as well as guidance from people who were
very close to our heart. My humble effort | dedicate to my sweet and loving
Father, Khalid bin Abdullah and Mother, Che Mek Kamariah binti Che Yem,
Husband, Muhammad Saffuan bin Sahat
Whose affection, love, encouragement and prays of day and night that make me able

to get such success and honour.

vii



ACKNOWLEDGEMENTS

Alhamdulillah ‘ala kulli hal, praise to Allah S.W.T for everything. For taking me from
where | was, to where I am. For the wrong choices that lead me to the right place. For
the countless blessings and for the blessings that were disguised in the trials.

I would like to express my sincere appreciation to my Main Supervisor, Assoc.
Prof. Dr. Che Mahzan bin Ahmad and Co-supervisor, Dr. Aini Maznina binti A.
Manaf for their guidance and encouragement, without which this work would not have
been possible and for that I will always forever be grateful. I also must offer my
profoundest gratitude to Professor Emeritus Howard F. Stein, University of Oklahoma
Health Sciences Centre, for his generous advice and guidance at the beginning of my
research journey.

My thanks and grateful also goes to all the lecturers who have taught, helped
and motivated me throughout my study: Prof. Dr. Syed Arabi, Prof. Dr. Saodah, Dr.
Rizalawati, Dr. Zeti Azreen Dr. Nerawi, Dr. Norbaiduri, Dr. Aida, Dr. Tengku Siti
Aisha, Sir Aznan and Sir Roslan. A million thanks to Sr. Fuziah who helped me from
the beginning of my I[ITUM’s journey until the end. My thanks also go to Sr. Norlia,
Department of Communication’s administrative staff who helped me regarding to the
submission of this dissertation.

Getting through my dissertation required more than academic support, and I
have many, many people to thank for listening to and, at times, having to tolerate me
over the past one year. Thank you to my friends for their encouragement and moral
support which made my stay and studies in [IUM more enjoyable.

Most importantly, none of this could have happened without my family. I
would like to express the deepest appreciation to my father, Khalid bin Abdullah,
mother, Che Mek Kamariah binti Che Yem, who have been supportive to me and
constantly believe in me that I can finish my dissertation even when I feel I cannot,
and my husband, Muhammad Saffuan bin Sahat who together experienced the ups and
downs and every time I was ready to quit, he did not let me and I am forever grateful.
This dissertation stands as a testament to his unconditional love and encouragement.
Thank you and may Allah S.W.T bless all of you.

viii



TABLE OF CONTENTS

AADSETACE ..ottt ettt ettt e ettt e et e e st e e et e e e enbeeeas ii
ADSETACE 1 ATADIC. ..ee.tiieiiiiee e e iii
APPTOVAL PAZE ...eiiiiiiiiiieee et e e s iv
DIECIATALION ..ottt et e ettt ettt e et eeeabee e v
(070757 & 14 1 AR TP RUTRPPRRIP vi
DEAICALION 1ttt e vii
ACKNOWISAZEMENLS ....eeviiiiiiiiiiiiiiiiee e e e e e e e e e e e e e e e neraeeees viii
LSt Of TabIes.....eeiiieiieeee e xi
LSt OF FIGUIES 1.eeeeieiiiiiiiiiee ettt e e e e et e e e e e e e e e etbaeeeaeeeeeeennnens xii
CHAPTER ONE: INTRODUCTION .....ccoiiiiiiiie it 1
1.0 Background of the Study.........ccvvviiiiiiiiiiee e, 1
1.1 Statement of the Problem ..o, 2
1.2 Significance of the Study .........c..evviiiiiiiiiii e, 4
1.3 Research ObjJeCtiVeS ... .uuiieiieeciiiiiiiiee et e 5
1.4 Research QUESTIONS .......uuuueeeii s 5
1.5 Operational Definitions ..........cccvvvieiieeiieiiiiiiieee e 6
1.6 SUMMATY ... 6
CHAPTER TWO: LITERATURE REVIEW ..o 8
2.0 INtTOAUCHION ... e 8
2.1 Theoretical Framework ..........ooccuuiiiiiiiiiiiiiiiiiiee e 8
2.1.1 Edgar Schein’s (2010) Organisational Culture Theory .................... 8
2.2 Literature ReVIEW .....ccoovviiiiiiiiii, 10
2.2.1 Organisational StOTi€s.........ccuviriiiieeeeeiiiiiiieeee e e 11
2.2.1.1 What are StOTi€S? .......cccccuvriiiireeeeeeieiiiiieee e e e e eee e 11
2.2.1.2 Storytelling in organisations............cccccvveeeeeeeeeesccinineeeeeeennn. 12
2.2.2 Organisational Stories and Organisational Culture .......................... 13
2.2.3 Organisational Stories and Middle Managers ............ccccceeeeeeeeeennnnns 14
2.2.4 Organisational Stories and Organisational Miasma ........................ 15
2.2.5 Themes of Organisational StOTies...........ceevueirriiiiniieennieeeieeeen 17
2.2.6 Hofstede’s (1991) Cultural Dimensions in Organisation.................. 19
2.3 SUMIMATY eeeeiiiiieeiiiieee et eee e et e e et e s et e e e et eeeeatneeeeeanneeeeeanneeeeas 22
CHAPTER THREE: METHODOLOGY .....coiiiiiiiiieiiiie e 23
3.0 INTOAUCHION ...eeiiiniiiiiie ittt et e e e 23
3.1 Research DESI@N ......oeeeiuiiiiiiiiiie et 23
3.2 Population of the Study .........ccceiiiiiiiiiii e 24
3.3 Unit 0f ANALYSTS ...uvviiieiiiiiiie e 25
3.4 Research Procedure...........ooooiuiiiiiiiiiiiiieiiee e 26
3.5 Research Instrumentation ..............oocueeeiiiiiiieeeiiiiie e 28
3.6 TruStWOTthINESS. ..c...veiiiiiiiiiii et 29
3.7 Data ANALYSIS...cceeuiiiieiiiiiiee et e e 31
3.8 SUIMMMATY .eeiiiiiiiiiiiiiiieeee et e ettt e e e e e e ettt e e e e e e e e ebbreeeeas 33

ix



CHAPTER FOUR: DATA ANALYSIS AND FINDINGS........ccccooiiiiiciiee, 35

4.0 INETOAUCHION ..eoniiiieiiiiie ittt e niaee e 35

4.1 Data ANALYSIS....ceeeiiiiieeeeiiiieeeeiieee ettt e e e e e et e e e e e e nraae s 36

4.2 FINAINES ..eeiieiiiiiiee ettt e e ettt e e e et e e e e sitbeaeeesnnaeaeeensreaeeas 37

4.2.1 General Overview of XYZ Organisation ...........ccccceeevevveeeeereivereeenns 38

4.2.2 Respondents’ Demographic Background...............ccceecvvveeeniininnennnn. 39

4.2.3 Minor Stories about XYZ Organisation............cccceeeeerevereeerinereennnns 40

4.2.4 Main Stories about XYZ Organisation ...........cccccveeeeerevereeerinereeenns 45

4.2.4.1 The Three Leaders ..........covoeeeriiieniiieniieeieeeee e 47

4.2.4.2 Work Routines and Relationships ...........cccccoeeviieeeniniirennne, 52

4.2.4.3 The Puppet Master.........ccceeuiviiiiieeeeeeiiiiieeee e 58

4.2.4.4 The Cold Fish .....coooiiiiiiiiiiiiiieeeee e 61

4.2.4.5 Stingy Management ...........cuuvvveeeeeeeernriiiniiiieeeeeeeesennneeeens 62

4.2.4.6 HETOECS ...ttt 66

4.2.4.7 Hopes and Dreams ...........ccccuvvvvveeeeeeeeiiiiiiiiieeee e 68

4.2.5 XYZ Organisational Culture and Hofstede’s (1991) Cultural

DIMENSIONS eeeiiiiiiiiiiiiiiieie e e e e 70

CHAPTER FIVE: DISCUSSION AND CONCLUSION ......ccccooiiiieeiiiiiiee i 77

5.1 DISCUSSION ..ttt e e e e e e e e 77

5.1.1 XYZ Organisational Culture and Organisational Miasma................ 77

5.1.2 Recommendations to Cure XYZ Organisational Culture ................. 84

5.2 CONCIUSION ....eieiiiiiiie ettt e et e e e e e 85

5.3 Contributions of the Study ..........ccoeevviiiiiiiiiiiieeeee e 87

5.4 Limitations of the Study...........cooieiiiiiiiiiiiii e 87

5.5 Suggestions for Future Research .............cccccoeeiiiiiiiiiiiiiieeeeeeeeee e, 89

REFERENQCES ... ..ottt 91
APPENDIX A CONSENT TO PARTICIPATE IN RESEARCH ................... 101
APPENDIX B  PARTICIPANT’S DEMOGRAPHIC FORM.............cccccovee. 103
APPENDIX C  AIDE MEMOIRE ......cooiii e 104
APPENDIX D  XYZ ORGANISATIONAL CHART .....cooiiiiieeeeieee i 106



Table 3.1

Table 4.1

Table 5.1

LIST OF TABLES

Sources for Interview Questions
Respondents’ Demographic Information

Culture Transformations at XYZ Organisation

Xi

29

40

78



Figure 4.1

LIST OF FIGURES

XYZ Organisational Culture as Reflected in XYZ Middle
Managers’ Stories

Xii

74



CHAPTER ONE

INTRODUCTION

1.0 BACKGROUND OF THE STUDY

The first chapter of this work discusses the background of the study, statement of the
problem, significance of the study, research objectives as well as research questions of
this study.

Organisational communication is a broad and continuously growing branch of
study in the field of communication. There are four main perspectives on how to study
organisational communication, namely mechanistic, psychological, interpretive-
symbolic and system-interaction perspective (Jensen, 2003). This work emphasizes on
the interpretive-symbolic perspective because it intends to explore and understand
organisational communication from the organisational members’ point of view. The
main idea of interpretive-symbolic perspective lies in the premise that an individual’s
social reality can be learned through his or her communication behaviour.

One of the areas of concern in organisational communication is organisational
culture. The term ‘organisational culture’ has been defined from numerous
perspectives but the most common definition is “the way things are done around here”
(Lundy & Cowling, 1996, p. 19). Schein (2010) provides a longer definition of
organisational culture in which it is referred to as a set of basic assumptions learned
by members of an organisation and it guides them to speak and behave in a certain
way at their organisation. Practically, culture plays a vital role in organisations
because it is one of the key organisation’s stable factors (Sun, 2008). Indeed, studies

on organisational culture have been continuously proven to be important in helping



organisational efficiency and productivity (Edwinah Amah, 2012; Fakhar Shahzad,
Rana Adeel Lugman, Ayesha Rashid Khan & Lalarukh Shabbir, 2012).

The culture of an organisation can be studied through several approaches, but
one of the preferred is via stories told by organisational members. Gabriel (2011b) and
Rhodes and Brown (2005) note that stories told by organisational members contain
clues about organisational realities and reveal how organisational members understand
their environment, the culture of the organisation and the complexities in that
organisation. Spiker, Daniels and Papa (2008) observe that stories told by members
about their organisation have the ability to shape, make or remake an organisation’s
culture. In addition, stories told by organisational members are also known to help
initiate the process of organisational change (Gabriel, 2011a, 2011d) and revitalize

organisational culture (Blair, 2006; Ferraz, 2012; Spiker, Daniels & Papa, 2008).

1.1 STATEMENT OF THE PROBLEM

Since the 1990s, the importance of stories told by organisational members in exposing
the culture of an organisation has been discussed significantly (Gabriel, 2011a).
Studies using stories to explore organisational culture are mostly conducted within the
Western organisational contexts (Gabriel, 2015a; Allcorn & Stein, 2016).

Gabriel (2011b) notes stories told by organisational members can guide
researchers to learn deeply about an organisation and trigger the process of
organisational change such as from poor organisation management to a better and
professional management. However to date, there are only a few studies that have
been done in this area in the Malaysian setting. The most recent work on stories and
organisational communication area is the work of Khairul Shafee and Ahmad Kamil

(2010, 2012) in which they focus on the role of stories as a form to teach



organisational knowledge to members. However, their work does not focus on the
power of stories to define organisational culture. In this regard, the lack of studies on
the role of stories in making or remaking organisational culture has left a gap to be
addressed by Malaysian organisational practitioners and academic researchers. If this
problem is unresolved, it can lead to the lack of the concerted efforts in many
Malaysian organisations to listen to their employees’ stories. If the management keep
on neglecting employees’ stories such as employees’ needs and work problems, it can
indirectly affect the condition and quality of their organisations’ well-being.
Therefore, it is a must for the researcher to conduct this study.

Since it is believed stories told by employees help to understand and learn the
cultural dimensions practised by an organisation (Ferraz, 2012), the researcher would
like to identify how stories told by middle managers in a Malaysian organisation
(anonymously known as XYZ organisation) reflect the organisation’s culture and
reality. The focus is on middle managers because they understand an organisation
better as they possess rich knowledge and experience about their organisation and its
occupants (Osterman, 2009). Middle managers’ stories also can help the researcher
understand and expose their organisation’s culture (Heidrich, 2014). In support of this,
Hames (2015) concludes that the amount of activities performed by middle managers,
along with their in-depth knowledge about their respective organisation, position them
on the most influential hierarchy compared to other levels of management.

Having said all of the above, the problem statement of this study reads as
follows: Middle managers construct and shape the reality of their organisations, and
thus, what cultural dimensions practices are reflected in the stories of middle

managers who construct and shape the reality of organisations?



1.2 SIGNIFICANCE OF THE STUDY

In recent years, a vast number of organisations have hired consultants to listen to and
study stories told by employees as they are determined to reflect the state of the
organisation (Gabriel, 2008d; Schein, 2010).

Stories are believed to have helped increase the organisations’ health, state of
communication and performance (Gabriel, 2015b) because stories told by
organisational members help to understand the cultural values of organisations;
organisational members’ stories reflect the behaviours, norms and values practised or
not practised in an organisation. By listening to organisational members’ stories,
organisations can improve their organisation’s work culture such as improve the
dynamics of leadership, bolster organising emotions process and enable organisational
members to learn from each other’s experience and later strive to be better employees
or employers.

This study can be a case study for other organisations to recognise the
importance of stories told by middle managers that is with the belief that stories act as
a source of intelligence in creating a prosperous and healthy organisation; a
prosperous and healthy organisation has elements such as open communication,
effective and creative management, positive working climate, while organisational
members and leaders support each other mentally, emotionally, and physically (Lowe,
2010). Indeed, by studying stories one can understand the current culture of an
organisation and can use the stories told to enhance the working practices and
productivity. Specifically, the output of this study can help XYZ employees to
understand their leaders’ construction of organisational reality. Similarly it provides
XYZ leaders the intelligence to understand their employees’ life-world; life-world

means the organisational life of the employees which is made up from their working



experiences, beliefs, activities, and feelings and how all these govern their behaviours

and actions while at work (Kraus, 2015).

This present work also contributes to the enrichment of the existing body of

knowledge in the area of organisational communication. In addition, the output of this

present study can help serve as future reference for Malaysian organisational

practitioners and academic researchers on the subject of organisational culture.

1.3 RESEARCH OBJECTIVES

There are four objectives for this study and it aims to achieve the following objectives:

1.

To identify XYZ middle managers’ constructed reality on the life-world of
their organisation.

To analyse how XYZ middle managers’ stories reflect the organisation’s
culture.

To identify the organisational culture dimensions practised at XYZ
organisation.

To determine whether XYZ is a toxic organisation.

1.4 RESEARCH QUESTIONS

1.

How do XYZ middle managers construct the reality of their organisational
life-world?

In what ways do the stories told by XYZ middle managers reflect the
culture of XYZ organisation?

From the stories told by XYZ middle managers, what are the
organisational culture dimensions practised at XYZ organisation?

Is XYZ a toxic organisation?



1.5 OPERATIONAL DEFINITIONS

The terms that are used and mentioned in this research are defined as below:

e Organisational culture: Organisational culture is a set of values, beliefs

and shared assumptions that guide members in an organisation to do

things in a certain way (Schein, 2010).

e Organisational stories: Organisational stories refer to the stories produced

by members of an organisation through spoken communication, non-

verbal communication such as body language, gestures and behaviours

(Fisher, 1999). The types of stories include organisation’s history,

founders of the organisation, organisation’s environment, mission and

vision, events and celebrations and organisation’s rituals.

e Organisational miasma: Organisational miasma refers to the state of an

organisation’s culture in which this type of culture can cause members of

an organisation to be constantly depressed, fragile, miserable and

traumatised (Gabriel, 2008a).

e Top management level: Leaders at XYZ organisation in a position with a

title of Board of Directors, Chief Executive Officer (CEO) and Vice

Presidents (VP) to the CEO.

e Middle management level: Employees at XYZ organisation in a position

with a title Head of Department or Supervisor. They are in charge in

supervising supporting staff group one and two.

1.6 SUMMARY

The first chapter discusses the background information that is important to the study,

statement of the problem, significance of the present study, research objectives and



also research questions. The terms that are used in this study are also defined at the
end of the chapter. In the second chapter, the researcher discusses the literature and

theory that are related to this research.



CHAPTER TWO

LITERATURE REVIEW

2.0 INTRODUCTION

This chapter is divided into several parts. The first part focuses on the theory that
underpins the present study which is Edgar Schein’s (2010) organisational culture
theory. This part also specifically addresses the definitions and components of
organisational culture. The second part consists of the discussion on organisational
stories, the relationship between organisational stories and organisational culture,
organisational stories and organisational miasma, themes of organisational stories, and

organisational culture dimensions that exist across organisations.

2.1 THEORETICAL FRAMEWORK
2.1.1 Edgar Schein’s (2010) Organisational Culture Theory

Organisational culture theory developed by Edgar Schein (2010) is used to guide the
researcher in this study. According to Schein (2010), organisational culture refers to
“the patterns of shared basic assumptions that a group learned as it solved its problem
of external adaptation and internal integration that has worked well enough to be
considered valid, and, therefore taught to new members as the correct way to perceive,
think and feel in relation to those problems” (p. 18). Thus, it can be understood that
organisational culture is a shared basic assumption that is learned and accepted by
organisational members through joint-learning experiences, as their organisation

learns how to deal with internal and external organisational issues (Schein, 2010).



Schein (2010) describes that the culture of an organisation can be studied from
three levels which are artifacts, norms and values, and beliefs and assumptions.
Artifacts are any symbols of culture that exist in the physical and social work
environment at any organisation. It consists of what a researcher sees, hears, and feels
while conducting the study at the organisation (Hatch, 1997).

The second level of culture is norms and values. Norms and values represent
the underlying beliefs of organisational members. It signifies the social principles,
goals, and standards of an organisation, and how the norms and values are being used
by employees to make judgements and decisions (Schein, 2009). Norms underline the
goals or principles that are important to an organisation. Values act as the basis for
establishing what is acceptable and unacceptable to be practised in the organisation.
Values are further divided into two which are espoused values and enacted values
(Schein, 2009). Espoused values are the beliefs or code of conducts that organisational
members say they value and enacted values are the real values performed by
organisational members; how employees and employer actually behave. From norms
and values, Schein (2009) maintains that the researcher can understand and see the
culture of an organisation.

Due to the weaknesses in artifacts, the meaning behind each artifacts is
difficult to interpret, while for norms and values, most of the time, organisational
members often do things differently from what they say they value. Schein (2009)
claims the culture of an organisation is best learned by getting to the deepest level of
culture, which is by studying the beliefs and assumptions of the organisational
members. In other words, it is suggested that the culture of an organisation and the
reasons for this culture to occur can be understood easier by listening to organisational

members’ stories of their working experiences. Those stories can guide researchers to



understand what, why and how certain things happen in an organisation. Schein
(2010) notes that after listening and analysing stories on the shared beliefs and
assumptions of organisational members, a researcher can clearly identify and
recognise the cultural practices of an organisation. Hatch (1997) and Miller (2009) in
support of that notion, note that listening to respondents’ beliefs and assumptions
offers researchers the path to determine the reasons behind the way organisation
members talk, act and behave, which later help them identify the cultural patterns of
the organisation.

Moving on, the works of Ferraz (2012) and Porter (2013) are among recent
studies that employ Schein’s organisational culture theory. These two works
demonstrate the attempt by researchers to uncover organisational culture using stories
told by organisational members. They maintain that the culture of the organisation can
be learned by analysing stories or beliefs and assumptions of the respondents. In their
studies, they asked their respondents a number of questions related to several aspects
of the organisation including how the respondents do their work, their organisation’s
background, how they perceive their organisation, and also how the members perceive
their colleagues and superiors in the organisation. All of the stories told by the
respondents were later analysed and identified as reflecting the culture of the

respondents’ organisation.

2.2 LITERATURE REVIEW

In this section, the researcher discusses the literature that is related to the area of

study.

10



2.2.1 Organisational Stories
2.2.1.1 What are stories?

Stories have a central role in human life and culture. Indeed, humans are “homo
narrans” (Fisher, 1999, p. 270) or storytellers because people communicate and tell
stories to each other every day. Stories are related to culture because they symbolize
and represent the cultural values and practices embedded in the storytellers’ life.

Gabriel (2008d) simply defines stories as meaningful and narratives twisted
with plots that people tell to share their experiences, entertain or influence others. In
the work of Fisher (1999), stories are defined as information that results from verbal
and non-verbal communication concerning the organisation’s identity and
development that employees or employer in an organisation share with each other or
to the people outside their organisation. Contextually, stories offer information
covering an array of cultural significance established in the organisation and the
role(s) every individual has in the organisation (Stovall, 2007). Boje (1991) suggests
that stories are bits and pieces of information that together account for the past history
or present experiences of an organisation.

In addition to the above viewpoints on definition of stories, Gabriel (1991)
describes stories as symbolic or meaningful constructions of the organisation’s history
and future, organisational life and events that are being told by the organisational
members. He explains further by saying that stories can be in the form of short and
long conversations, jokes, nicknames, or any other sorts of information that are being
shared using words or body language. Another prominent scholar, Czarniawska
(1997), defines stories as the simple information or detailed information on
chronologies or reports of events happening inside an organisation and experienced by

the organisation’s members. In retrospective, stories are all types of information told

11



by organisational members about their organisation’s background, events and
activities, people inside the organisation ranging from leaders to supporting staff,
about the storyteller’s work, and also about the past and future of the organisation.
Stories have certain defining characteristics and in one of the scholarly work
such as by Brown (1990), she remarks that stories have four characteristics. First,
stories have sense of temporality which means past experiences are brought forward to
the present. Second, stories have a story grammar which means it has an introduction,
lead-in stories, recounting events, and closing. Third, stories have a ring of truth to
organisational members and fourth, stories told are relevant to the members of an

organisation.

2.2.1.2 Storytelling in organisations

Storytelling has been part of every organisation and it occurs every single day. For
example, in an organisation, storytelling is when a worker briefs the duties to his
colleagues, when a staff shares on the disagreement he witnesses in a meeting, when a
boss shares the vision of their organisation to the employees and also when a manager
suggests to his staff the idea on how to solve a problem.

Gabriel (2011a) narrates that storytelling in organisations can help top
management to manage their organisation. This is because with storytelling, it helps
organisational members to tell their feelings about their workplace to their leaders
such as their happiness, sadness, ambitions and hopes. He also identifies that
storytelling in organisations helps to expose the cultural and political lives of the
organisation since stories told by an employee, employer or group of employees
represent the collective and meaningful memories of the organisation. In addition to

that, organisations have been using storytelling to mend relationships, brainstorm new
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