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I. GENERAL CHARACTERISTICS OF THE DISSERTATION 

 

1. Object and subject 

 
Object of the dissertation is the effective communication of 

the school principal with the stakeholders in the education process 

(students, teachers, parents, public institutions, partner organizations, 

community, media).  

Subject of the current research paper is the communication 

policy of the school principals – the communication channels used, 

the engagement of the stakeholders in the communication, barriers and 

challenges, feedback mechanisms. 

 

2. Aim and tasks 

 
The aim of the dissertation is to develop a model for 

assessment of the effective communication of the school principal 

with the stakeholders – pedagogical specialists, students, parents, 

external institutions and local community, based on the factors that 

influence this process in a certain education environment. The main 

question that will be addressed is how to measure and assess the 

effectiveness of communication activities in order to ensure that they 

lead to the desired results and contribute to the achievement of the 

school's strategic goals.  

The research tasks are:  

• To present the main communication strategies and models 

for communication. 

• To identify the specifics of communication in educational 

institutions and the importance of its effectiveness. 

• To identify the main barriers limiting effective 

communication between the principals and other 

participants in the educational process.  

• To conduct a study by first preparing a questionnaire for 

holding an in-depth interview with school principals and a 

survey for conducting a study of the stakeholders - 

teachers, parents, students and representatives of 

institutions. 
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• Based on the research conducted, to identify the main 

areas of effective communication in order to structure a 

model for assessment of the effective communication of 

the school principal with stakeholders. 

• To develop a model for assessment of the effective 

communication of the school principal with stakeholders.  

• To present the benefits of applying the model for 

assessment of the effective communication of the school 

principal with stakeholders and the possibilities for its 

testing.  

 

3. Hypothesis 

 

If a simultaneous assessment of the principal's communication 

practices and the expectations of stakeholders is performed, areas of 

mismatch will be identified, the correction of which will transform 

communication from intuitive to strategically managed. 

 

4. Methods 

 

The methods applied in each successive stage of the scientific 

approach are:  

• analysis and synthesis; 

• induction and deduction; 

• comparative analysis; 

• logical modeling; 

• preliminary analysis; 

• questionnaire survey; 

• interview; 

• statistical methods for analysis of the results of the 

research. 

 

II. VOLUME AND STRUCTURE OF THE DISSERTATION 

 

The present dissertation on the topic "A Model for Assessment 

of the Effective Communication of the School Principal with 
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Stakeholders" has a volume of 205 pages, which include a table of 

contents, an introduction, four chapters, a conclusion, used literature 

and appendices. The bibliography includes a total of 132 titles in 

Bulgarian and English. The text includes 4 tables, 7 figures and 22 

graphs. The dissertation has appendices with a volume of 7 pages.   

In terms of structure, the dissertation follows the classical 

structure of an introduction, four chapters and a conclusion, which are 

developed with the aim to fulfill the tasks set.  
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III. CONTENTS OF THE DISSERTATION 

 
INTRODUCTION 

 

The introduction introduces the topic of the dissertation and 

the importance of communication in the management of educational 

institutions. The relevance of the topic, the main goal, tasks, object 

and subject are presented. Outlined in the introduction are the research 

hypothesis and the methods used in each of the stages of conducting 

the research.  

 

CHAPTER ONE. THEORETICAL BASICS AND ASPECTS OF 

COMMUNICATION  

 
The first paragraph examines the essence and foundations of 

communication. As a complex phenomenon, communication contains 

multiple components and ways of implementation. The classical 

formula of communication is “sender of information – encoding of 

information – decoding of information – recipient of information” 

(Palashev, 2007, p. 46). Communication is also a type of social 

behavior, due to the conscious exchange of information, symbols and 

signs between those participating in the process. The basic principles 

in the communication process are those defined by Peter Drucker, 

namely perception (regardless of the means of communication used, it 

is important that the recipient can understand it), expectation (because 

only if the communicator understands the expectations and interests of 

the recipient, he can convince him of the facts he informs him about) 

and requirements (regarding the actions that the recipient of the 

information is expected to perform). In the communication process, 

the sender or source of communication transmits a message that is 

directed at the receiver or recipient. The source of communication 

encodes the message by expressing his thoughts and ideas using a 

certain language and words, through communication channels (oral, 

written, verbal or non-verbal), and the recipient should decode the 

message, i.e. understand it, in order to establish its meaning. (Boyanov 

and Totseva, 2016).  
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Achieving effectiveness in communication requires the 

communicator to anticipate the recipient's decoding ability and to 

know his capabilities. In this regard, the basic principles of 

communication are analyzed. The first of the principles of effective 

communication refers to an objective assessment of the 

communicator's qualities. The communicator should possess qualities 

that help him to have the desired impact on the recipient.  

The second principle of effective communication concerns the 

provision of its qualities. The qualities that the information sent must 

correspond to are (Malik & Girdhar, 2018): 

• Accuracy  

• Clarity  

• Brevity  

• Rich vocabulary 

• Empathy  

The third principle of effective communication is related to 

the analysis of the audience, in terms of understanding the principles 

and their values, in order to achieve active impact on the part of the 

communicator. It is necessary to conduct preliminary research on the 

audience in order to determine what can motivate them and encourage 

them to make a certain decision, under the influence of 

communication (Harizanova and Mironova, 2008). 

The second paragraph discusses the specifics of 

communication strategies. It has been established that communication 

strategies refer to the general plan or approach that an organization or 

individual uses to convey a message to a specific audience. They 

cover the entire communication process, including setting goals, 

identifying the audience, choosing channels, creating messages, and 

measuring results.  

Transparency Strategy – this strategy focuses on open and 

honest communication, with the goal of building trust with the 

audience.  

Internal Communication Strategy – internal communication 

is employee-focused and is essential to the success of any 

organization. Its goal is to inform, motivate, and engage staff, create a 

sense of belonging, and maintain a unified vision.  
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Change strategy and change management – aims to inform 

employees about the reasons, goals, and consequences of the changes, 

address their concerns, and prepare them for the new conditions, 

minimizing resistance. 

Crisis/Stress Communication Strategy – this strategy is 

vital for managing reputation during crisis situations.  

Persuasion strategy – it is intended to change the opinions, 

attitudes or behaviour of the audience.  

Relationship building strategy – it focuses on creating and 

maintaining long-term, positive relationships with various 

stakeholders – staff, customers, partners, suppliers, media, etc. 

Conflict resolution strategy – this strategy is essential for 

managing disagreements and reaching mutually acceptable solutions. 

The goal is to reduce tension and preserve relationships.  

Marketing Communication Strategy – in the traditional 

sense, this strategy encompasses all activities related to promoting 

products or services to the target audience. Today, in a broader sense, 

marketing communication strategy is understood as the ability of 

communication to promote, provoke and bring added value to the 

organization. 

Digital Communication Strategy – as the digital world 

grows, this strategy becomes increasingly important. It encompasses 

all aspects of communication that takes place online – websites, social 

media, email, online platforms, and more.  

Active Listening – not a strategy in the traditional sense, but 

a fundamental skill and a key tool in any successful communication 

strategy. It involves not just hearing the words, but fully understanding 

the message, including nonverbal cues, and giving feedback that 

demonstrates this understanding. Active listening builds trust and 

improves relationships.  

The third paragraph is dedicated to the models of 

communication. One of the most frequently cited as the first 

communication model is the one proposed by Harold Lasswell in 

1948, known as the five Ws, due to the questions considered – Who? 

(communicator); What do they say? (message), Through which 

channel? (media or form), To whom? (recipient or audience) and For 

what purpose/what effect? (informing). Another communication 
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model is that of Shannon and Weaver from 1949, according to which 

communication should be considered as one-way, technical and linear. 

The model does not take into account the influence of feedback 

(Angelov, 2007). As a main component, feedback was added to 

communication models by Norbert Wiener, who used the model 

derived by Shannon and Weaver. According to the researcher, 

feedback is an extremely valuable component in the communication 

process because it allows us to determine whether the information sent 

has been understood. The three models mentioned consider 

communication as a one-way process, starting from the source, 

passing through a certain channel and reaching the recipient, with a 

clear fixation of the roles of the communicator and the recipient. 

The study of the two-stage flow of communication was first 

presented in 1940 by Paul Lazerfeld, Bernard Berlson and Hazel 

Godet. The model introduces the term personal influence in 

communication to describe the process of transmitting a direct 

message and the final reaction of its recipients. According to the 

mentioned model, opinion leaders have a significant influence in the 

two-stage flow of communication because they have enough influence 

to make a person change their behavior and attitudes (Stoitsova, 2004, 

p. 65). Dance's model from 1967 is the first spiral model of 

communication and is the complete opposite of the previously derived 

linear models. The basis of this model is the understanding that 

communication is an extremely complex process that should be 

represented as a spiral, developing over time, due to the personal 

experience acquired by each person. Another model that should be 

mentioned is that of Roger and Kincaid from 1981, known as the 

convergence model of communication, based on the understanding 

that communication takes place through social networks in which 

people share and create information in order to achieve mutual 

understanding.  

The above models, although some of them were developed a 

considerable period of time ago, show the evolution in the nature of 

communication and the complexity of the communication process. 

The fourth paragraph presents the types of communication. 

Verbal communication is communication that occurs through words. 

It is a primary tool for transmitting information and has two main 
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forms – oral and written. Oral communication includes any form of 

communication that uses spoken words. Written communication 

includes any form of communication that uses written text. Nonverbal 

communication is communication that occurs without the use of 

words. It is extremely important because it often conveys more 

information about emotions and attitudes than words themselves. 

Visual communication – it is carried out through visual elements. It 

is gaining increasing importance in the digital age. 

Interpersonal communication – this is communication 

between two or more people. It is a process of direct exchange of 

information, ideas, emotions and meanings between two or more 

individuals who are in direct interaction. Group communication – it 

takes place within a small group of people. It is a process of 

exchanging information, ideas, opinions and emotions between people 

who form a conscious group and interact with the aim of achieving a 

common goal, completing a task or satisfying common needs.  

The fifth paragraph discusses tools for measuring 

communication effectiveness. The different types of surveys can be 

defined as basic tools for measuring effective communication. 

- Employee satisfaction surveys  

- Public opinion and consumer attitude surveys  

- Focus groups  

- Website and social media analytics 

- Online reputation monitoring tools  

 A very important tool for measuring the effectiveness of 

communication in an organization is feedback analysis. Feedback 

analysis can be carried out by implementing feedback systems. 

Feedback analysis can also be done by observing behavior. Another 

important tool for measuring the effectiveness of communication in 

the organization is the application of metrics – quantitative 

indicators. These can be - number of users, turnover, training results, 

budget-related indicators, etc. 

Effective communication measurement requires an integrated 

approach that combines different tools and methodologies.  
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CHAPTER TWO. MAIN ASPECTS OF COMMUNICATION IN 

THE EDUCATION 

 
The first paragraph presents the specifics of communication 

in education. School management involves building and maintaining 

effective communication among the various groups within it. Some of 

the key aspects of communication in an educational institution are: 

• Awareness and transparency 

Communication ensures awareness among all stakeholders – 

teachers, students, parents, administrative staff, external institutions, 

public and private organizations. It ensures that everyone is aware of 

important decisions, policies and procedures, which leads to better 

coordination and cooperation. 

• Building trust  

Effective communication builds trust between different groups 

in the school. When information is shared openly and honestly, people 

feel more confident and engaged in school activities. 

• Resolving conflicts 

Communication is key to resolving conflicts and 

misunderstandings. It allows parties to express their points of view, 

understand each other’s positions and find mutually acceptable 

solutions. 

• Motivation and engagement 

Good communication motivates and engages teachers and 

students. When they feel that their opinions and ideas are heard and 

valued, they are more likely to actively engage in the learning process 

and school activities. 

Effective communication from a school principal has a 

significant impact on both school climate and student achievement. By 

prioritizing clear, open, and collaborative communication, principals 

can create a positive school climate that supports both teachers and 

students, ultimately leading to improved academic achievement and 

overall well-being. (Nasution & Wahyuni, 2025).  

The second paragraph examines the types of communication 

in educational institutions. The types of communication in each school 

are determined based on different criteria. The main types of 

communication in education can be classified according to several 
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characteristics. Communication can be either one-way or two-way, 

depending on the number of participants in the process. Another main 

division of communication at school is into verbal, non-verbal and 

visual communication. Verbal (oral) communication is considered to 

be the leading one in pedagogical communication at school. Verbal 

communication can be: individual – direct conversation between 

participants in the process or conversation using technical means; 

group – by holding a meeting, session, assembly or other collective 

event; impersonal – by using mass media. In the course of oral 

communication, the following can be distinguished: monological; 

dialogical; monological-dialogic performances of the teacher (Totseva, 

2018). 

Written communication, depending on the means of 

transmitting information and the channel, can be: on paper; electronic 

or virtual. Written communication is carried out in two types: 

individual - exchange between a donor and a recipient of letters, 

reports, notes and other written materials; organizational - these are 

announcements, magazines, rules, newspapers and other written 

materials that are used for information. 

Nonverbal communication is carried out through various 

human gestures that clearly express the wishes and meanings of the 

donor to the recipient. Nonverbal communication can also be carried 

out as physical or symbolic.      

Depending on the direction in which the communication in the 

educational sphere is carried out, it can be: intrapersonal – internal, 

mental, reflections, preparation of an answer, plans, ideas; 

interpersonal (interpersonal), which is directed outward and has more 

interlocutors. Interpersonal communication can be carried out between 

members of the school community. According to the number of 

participants, interpersonal communication can be: communication 

between two participants; group – when there are groups of people on 

both sides (teachers, students, non-pedagogical staff, managers) with 

similar goals and interests; mass – understood as speaking to large 

groups of people (for example, all students from one or several 

schools; teachers from several schools, parents, etc.). Each of the three 

types in this classification can be carried out verbally or with the help 
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of digital technologies by sending and exchanging verbal, visual 

and/or multimedia messages. 

Depending on their place in the education process, 

communications are: classroom - curricular; classroom - non-

curricular; extracurricular. In all three main forms of organization of 

the educational process, visual and virtual communications begin to 

occupy an increasingly larger place and the relative share of 

information exchanged through them; to increase, taking into account 

the characteristics of the contingent of learners and their attitudes and 

expectations. 

Depending on the time, place and means used, we can 

distinguish between real pedagogical communication and virtual 

pedagogical communication. Synchronous and asynchronous 

electronic communications. Depending on the type of contact - in 

real time or not, electronic communications are of two types. 

Synchronous communications are carried out practically without time 

delay. Asynchronous communications are carried out with a temporary 

difference between the different steps in the dialogue, allowing 

participants to respond when it is convenient for them.  

Social networks still dominate much of our daily lives. The 

long list of social networks continues to grow, and each of them 

continues to attract millions of users to the sites. For this reason, they 

are one of the most popular forms of communication. Social networks 

as a communication channel allow for the publication of open 

messages that can be read by everyone, as well as for the engagement 

of users through comments. Since messages are not limited to a 

specific target group, publications on social networks have no limit to 

the audience they can reach. 

The third paragraph examines the effectiveness of 

communication in education. Effective communication can be defined 

as the foundation for building a favorable professional environment in 

the educational institutions. It is not achieved by just transmitting 

information, but by ensuring its understanding and adequate response. 

Active listening is a key skill for effective communication. It 

is a conscious and purposeful process of perceiving, interpreting and 

understanding the message that is being transmitted.      
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Clarity and precision – communication must be clear and 

precise to avoid misunderstandings and misinterpretations. It is 

important to use simple and specific words and avoid jargon and 

complex terms. Clarity in communication means that the message is 

easily understood and unambiguous for the recipient.  

Feedback is an important component of effective 

communication. Feedback is information given to the recipient of a 

message regarding its understanding or impact. It is a two-way 

process and is vital for correcting communication and ensuring that 

the message is received as intended.  

Strategic Planning: Vatsov emphasizes the importance of the 

strategic planning of communication activities. This includes setting 

communication goals and priorities, as well as developing action 

plans. 

Organizational Structure: The author discusses the 

organizational structure of the communication team and the roles and 

responsibilities of the various members. He emphasizes the 

importance of a clear allocation of tasks and responsibilities. 

Communication Methods and Channels: Vatsov examines 

the different communication methods and channels, including face-to-

face meetings, written communication, email, social media, etc. 

Evaluation and Monitoring: The author emphasizes the 

importance of evaluating and monitoring communication activities. 

This includes measuring the effectiveness of communication, 

identifying problems, and taking corrective action (Vatsov, 2011). 

Frequency of Communication: The number of meetings 

held, emails sent, newsletters published, and other forms of 

communication can be used as an indicator of the intensity of 

communication activities. 

Number of Participants: The number of individuals 

participating in various communication initiatives, such as the number 

of attendees at parent meetings or the number of respondents to 

surveys, can indicate the level of engagement. 

Responses and Feedback: The number of responses received 

to inquiries, survey feedback, and comments on social media can be 

used to assess audience response. 
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Data Analysis: Analyzing data from customer relationship 

management systems and other communication platforms can provide 

valuable information about the effectiveness of communication 

campaigns. 

Qualitative indicators for measuring communication 

effectiveness can be: 

Quality of Information: Assessing the quality of the 

information provided, including its accuracy, completeness, and 

relevance, is an important indicator of communication effectiveness. 

Stakeholder satisfaction: Conducting surveys and interviews 

with teachers, students, parents, and other stakeholders can help assess 

their satisfaction with communication activities.  

Level of understanding: Assessing the level of 

understanding of the information provided through tests, 

questionnaires, and observations can indicate whether communication 

has been effective. 

Action Results: Evaluating the results of communication 

activities, such as increased student engagement, improved teacher-

parent communication, or reduced conflict, can show the real impact 

of communication. 

Evaluation methods for measuring communication 

effectiveness include: 

- Surveys and Questionnaires 

- Interviews and Focus Groups 

- Observation and Analysis 

- Document Analysis 

The fourth paragraph examines the role of communication 

for the educational institution. The technological revolution of recent 

years has had a significant impact on communication and in particular 

on the communication channels used. The communication policy of 

organizations should be constantly changing and adapting to the 

corporate culture in order to respond to the changes occurring in the 

organization’s environment and to maximize the benefits of changing 

conditions (Dimitrova, 2018, p. 40). Communication also allows 

organizations to generate innovations. At the same time, 

communications support the overall process of managing corporate 

culture in the organization – from its creation, to its transmission and 
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maintenance, its change and management” (Dimitrova, 2017). For the 

creation of value by the organization, communication should provide 

an opportunity to present the value to all stakeholders of the 

organization, including internal (shareholders, managers and 

employees) and external (media, customers, suppliers, etc.). 

Communication in the organization is internal and external. Internal 

communication aims to help employees feel committed to the 

organization’s activities, achieve organizational identity and motivate 

them to introduce innovations. External communication is associated 

with building the corporate brand, corporate reputation and image of 

the organization (Dimitrova, 2017). 

The fifth paragraph presents the communication strategies 

used by the school principal. The communication strategies chosen by 

the school principal are based on the specifics of his management and 

leadership style. The main strategies of school principals to achieve 

effective communication are related to (Basil et al., 2024): 

• Clear and consistent messages: ensure that all 

stakeholders are informed. 

• Empathy and inclusion: build trust between students, 

parents and staff. 

• Use of technology: improve engagement through 

digital platforms. 

• Two-way communication: encourages active 

participation and feedback. 

Effective communication in schools is not just about 

exchanging information, it is about creating pathways for 

understanding and collaboration. The communication strategies used 

by the school principal are based on proven approaches to achieve 

high effectiveness, such as: 

Effective communication in schools is not just about 

exchanging information, it is about creating pathways for 

understanding and collaboration. The communication strategies used 

by the school principal are based on proven approaches to achieve 

high effectiveness, such as: 

• Clarity  

• Brevity 

• Specificity  
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• Accuracy 

• Coherence 

• Completeness  

• Politeness  

The strategies outlined are not just theoretical concepts, but 

practical tools that can transform the way schools interact with their 

communities. By implementing them, schools can ensure that their 

messages are not only heard, but also understood and valued. 

The sixth paragraph is dedicated to the barriers that limit 

effective communication between school principals and the other 

participants in the education process. Barriers in communication are 

the cause of conflicts that occur when communicators have different, 

often opposing desires, aspirations and characters. Conflicts are an 

inevitable part of the functioning of any organization, caused by 

differences in interpersonal relationships (Panayotov, 2013).  

Stereotypes that hinder communication are the ideas that each 

person has built about their interlocutor, and it is possible that he will 

reject everything that does not correspond to his views due to a hostile 

attitude. The most important part of overcoming organizational 

communication barriers is the right choice of words. Simple and 

understandable language is best suited for communication in 

organizations, because just one wrong word can cause multiple 

misunderstandings that lead to frustrations in everyday 

communication. Active listening allows for the acquisition of useful 

information to avoid misunderstandings and conflicts among school 

personnel, helping pedagogical specialists and non-pedagogical staff 

to perceive problems more clearly and build mutual trust. 

The seventh paragraph discusses the specifics of 

communication in a digital and multicultural environment. Effective 

digital communication for the school principal involves the use of 

various online platforms to reach all stakeholders (students, parents, 

teachers, staff) with clear, consistent, and timely information (Rusnati, 

2020). This includes using social media, school websites, email, and 

other digital tools to share messages and important information, while 

fostering engagement and a sense of community. By strategically 

using digital tools, maintaining clear and consistent communication, 

encouraging engagement, and providing the necessary training, school 
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principals can effectively communicate with their school community 

in the digital environment, ultimately contributing to a positive and 

successful school experience. 

 

CHAPTER THREE: STUDY OF THE EFFECTIVENESS OF 

COMMUNICATIONS IN THE SCHOOL 

 
The first paragraph presents the methodology of the study. 

The object, subject, aim and tasks formulated in the dissertation 

generally clarify the range of questions that should be studied. The 

main task of the study is to establish what the communication policy 

of school principals is - the communication channels used, the 

involvement of stakeholders in communication, barriers and 

challenges, feedback mechanisms. Its achievement will allow 

analyzing the behavior of principals and assessing the effectiveness of 

their communication with students, teachers, parents, external 

institutions, partner organizations, the public, and the media. 

The formulated research questions allow for a more in-depth 

study of the specified problem and obtaining detailed information, and 

also determine the choice of a specific data collection method. The 

research questions posed are: 

• What are the communication channels used by school 

principals? 

• What is the involvement of all stakeholders in 

communication? 

• What factors influence school communication? 

• What is the impact of school communication on the 

education process? 

• What is the impact of school communication on 

stakeholders? 

• How can the effectiveness of communication be 

measured? 

• What practices do school principals use? 

• How effective are the practices used by school 

principals? 

The second paragraph discusses the design of the study. 
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The target population of this study includes schools in 

Bulgaria with different demographic and socio-economic 

characteristics. 

Target groups – teachers, parents, students, institutions. 

The sample type is a non-random “convenience” sample. 

Stages of conducting the study:  
• Determining the information that needs to be 

collected during the study. 

• Determining the respondents who will participate 

in the study. 

• Determining the observed units – the 

schoolprincipals with whom in-depth interviews 

will be conducted. 

1) Development of research instruments: 

• While observing the requirement for accuracy, 

brevity and clarity of the questions. 

• Using language that can be understood by the 

respondents. 

• While avoiding questions that may lead to 

suggestion or mislead, as well as those that imply 

making difficult generalizations or allowing for 

overstatement.  

2) Collecting empirical data – by conducting in-depth 

interviews 

Conducting in-depth interviews goes through the following 

stages (Zhelev, 2008, pp. 96-100): 

• Clarifying the content framework of the conversation – in 

order to reduce the anxiety and stress of the respondents 

due to conducting interviews, a clarification of the content 

framework of the conversation is used, in which the 

interviewer presents the objectives of the interview and 

the questions that will be discussed.  

• Clarifying the respondent’s task – before starting the 

interview, the respondent is provided with information 

about his task during the conversation. 

• Establishing trust in the respondent – a task that is 

performed during the entire interview. 
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• Implementation of projective techniques – in order to 

show respondents that completing their task during the 

interview is not difficult and the interview is not an exam. 

3) Processing and analysis of the results: 

• Abstract-logical analysis is used. 

• Correction (editing) of identified errors in the collected 

data is performed. 

• The data is uploaded to a computer and its conversion is 

performed. 

4) Interpreting the results: 

• In order to present the results of the conducted study. 

• The results are presented in a tabular or visual form 

(charts) for easier understanding and interpretation. 

For the purposes of this study, qualitative and quantitative 

methods were used, namely in-depth interviews, a survey and 

secondary data research. 

When using an in-depth interview, the role of the researcher is 

to stimulate the researched individuals to delve deeper into the 

researched problem, to offer their own explanations and to reach 

specific reasons for behavioral acts, which aims for a “maximum 

spatial description of the subjective perception of a specific 

phenomenon or process” (Chengelova, 2016, p. 65). 

For the purposes of this study, the following secondary data 

were used: 

• Information published on the websites of schools. 

• Prepared school development strategies. 

The collected secondary data will be analyzed to determine 

the communication methods used by educational institutions. A major 

limitation in the use of some of the secondary data is that they were 

collected from the websites of schools. 

The third paragraph presents the tools for conducting 

interviews with school principals. A total of 25 questions were used. 

The fourth paragraph presents the tools for data collection 

(survey). The survey was conducted with teachers, parents, students 

and institutions. 

The survey includes 25 questions. The first question 

establishes which stakeholder group the respondent belongs to. The 
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second and third questions establish the status of the respondent 

(gender, age). The following questions (mainly closed-ended with 

suggested standardized answers) are the carriers of information for 

assessing the effectiveness of communication in the school. Three of 

the questions (question 14, question 20 and question 24) are open-

ended, where the respondents can provide their own opinion as an 

answer. 

The preliminary stage of the study aimed to verify whether the 

initially planned algorithm was successfully implemented, but also to 

test the formulation of the questionnaire in practice. Testing the 

questionnaire established the effectiveness in the selection of content 

and arrangement of the questions, the understandability of the 

language used, the understandability and comprehensiveness of the 

instructions to the respondents, etc. After testing and making 

improvements to the questionnaire, its final version was reached, 

which allowed the actual conduct of the study. 

The study was conducted in the period 01.03.2025 - 

31.07.2025. The anonymity of the principals and the schools that they 

manage was guaranteed when conducting the study, and ethical 

considerations were applied when collecting the information and 

analyzing it for academic purposes only. The subjective opinion of the 

respondents and an attempt to show the school in the best possible 

light could distort the objective truth, which is why measures were 

taken to limit this influence by using clarifying questions when 

conducting the study. 

The fifth paragraph presents the results and analysis of the 

study. Respondents participating in the study are:  

• School principals that have been interviewed  

• Representatives of institutions, teachers, parents 

and students 

The study has been conducted through: 

• Interviewing through personal meetings with 

school principals. 

• Google form functionalities for conducting a 

survey with representatives of institutions, 

teachers, parents and students. 
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CHAPTER FOUR: DEVELOPMENT OF A MODEL FOR 

ASSESSMENT OF THE EFFECTIVE COMMUNICATION OF 

THE SCHOOL PRINCIPAL WITH THE STAKEHOLDERS   

 
The first and second paragraph contain a description of the 

model. The model for assessment of the effective communication of 

the school principal with the stakeholders is aimed at analyzing the 

communication strategies used and, based on the results, taking 

activities and measures to improve communication. The purpose of 

the model is to evaluate the communication in order to assess its 

effectiveness. For the management of organizations, effective 

administration in educational leadership be it as a principal or teacher, 

requires excellent communication skills and a willingness to 

participate in challenging conversations. Schools have many 

stakeholders, such as students, teachers, parents, Regional Education 

Management Departments, the Ministry of Education and Science, 

municipalities, NGOs, media, etc. Each of these groups has an 

important role in improving communication, and the awareness of the 

expectations towards the education system and the fulfillment of these 

expectations depend on excellent communication skills, both verbal 

and non-verbal. Effective communication is therefore the process of 

sending a message in such a way that the received message is as close 

in meaning as possible to the intended message. Effective 

communication promotes motivation and builds a culture of the 

pedagogical professionals and the non-pedagogical staff, while poor 

communication creates dissatisfaction. Effective communication 

improves the engagement of team members. School leaders should 

model and promote a culture of communication – clear, direct, timely 

and courteous – to strengthen collaboration and relationships with all 

stakeholders. Communication fuels innovation. Effective 

communication promotes collaboration when team members can 

freely share their ideas with colleagues and management, and 

innovation flourishes. Effective communication solves problems that 

often arise in communicating with stakeholders, allowing for more 

successful interactions with teachers, students and parents.  

School communication aims to coordinate all activities carried 

out in the educational institution. Achieving effectiveness in the 
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school communication requires the implementation of a constant 

dialogue between pedagogical specialists, students, parents and 

representatives of various institutions using various communication 

channels, including digital solutions,    maintaining information on the 

school website and fostering positive relationships through active 

listening. In this regard, the model for assessment of the effective 

communication of a school principal with stakeholders includes 

several key areas (Figure 4).  

 

 
 

Figure 4. Key areas in the model for assessment of the effective 

communication of the school principal with the stakeholders  

 

The communication channels are an essential element of 

effective communication, because they enable the assessment of the 

different channels used for implementation of internal and external 

communication by the school. The assessment analyzes the use of 

electronic diary, email, website, social networks, digital platforms, 

telephone, Viber, and othe channel in the realiation of communication. 

The quality of information is based on the effectiveness of 

the developed and implemented communication strategy in the school, 

including in terms of the method and frequency of providing 

messages, receiving feedback and measures taken to overcome 

communication difficulties. 
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Personalization of the communication is an element through 

which it is possible to assess the extent to which the school uses 

different communication channels for the different stakeholders. When 

personalizing the communication, the measures and activities used in 

the event of a crisis communication should also be assessed, as well as 

for public relations (PR).  

The model for assessment of the effective communication of 

the school principal with the stakeholders is intended to propose 

recommendations for improvement of the communicate capabilities of 

the educational institutions. Used as a foundation for further 

development of the model are the results derived from the interviews 

conducted with school principals and the survey with teachers, 

students, parents and representatives of institutions.  

The foundation of the model is represented in figure 5.  

 
 

 

Figure 5. Model for assessment of the effective 

communication of the school principal with the stakeholders  
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The third paragraph contains interpretation of the results of 

the study of the model. A total of 12 interviews were conducted with 

principals of different types and sizes of schools in Bulgaria. Several 

conclusions can be drawn from the interviews conducted with the 

school principals:  

• The principals have a developed communication 

strategy, including communication carried out through 

all internal and external communication channels. 

• The communication channels used are selected 

depending on the specific target group and 

effectiveness. 

• Digital communication is carried out through an 

electronic diary, email, school website and a created 

school Facebook page. If online meetings are 

necessary, various platforms are used, such as 

Microsoft Teams. 

• Public relations are carried out through the school 

website, social networks, press releases, information 

in the municipal newsletter and partnership with the 

municipality, The Regional Education Management 

Department, media, NGOs and education mediators. 

• There are many difficulties in communicating with 

pedagogical specialists and non-pedagogical staff, due 

to varying degrees of digital literacy, insufficiently 

timely feedback, difficulties due to absent teachers, 

busy schedules and different response rates. 

• The main difficulties in communicating with parents 

are low engagement, different levels of understanding 

of school policies, disagreement with imposed 

measures, limited willingness to cooperate, as well as 

lack of constant access to internet and smartphone, 

which limits digital communication. 

• The measures taken to overcome difficulties in 

communication are related to holding individual 

conversations; clear, calm and consistent 

communication; providing more information in the 
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electronic diary; encouraging feedback; additional 

explanations; introducing clear rules for 

communication; using regular newsletters; an 

individual approach; encouraging timely and 

transparent information and training and support for 

staff. 

• The combination of personal meetings and digital 

channels is determined as the most effective method 

of communication when interacting with stakeholders. 

• The methods used to evaluate the effectiveness of the 

communication carried out by the school are feedback 

from teachers, parents and students; monitoring the 

timeliness and accuracy of information; survey 

method and participation of the principal in parent 

meetings. 

• The communication carried out can be changed 

through more frequent feedback, introduction of more 

structured processes in carrying out external and 

internal communication and use of more digital 

communication solutions (such as interactive 

platforms and mobile applications). 

• When resolving conflicts, directors listen and analyze 

the facts, seek compromise and make a decision in 

compliance with the regulatory framework. 

The first three questions of the survey are aimed at 

demographic data of the respondents. It is important to clarify that no 

personal data was collected from the respondents due to the sensitivity 

of the information. 

Conclusions from the survey: 

• The effectiveness of the school communication is 

more effective than that of the principal. 

• The school does not use incomprehensible language 

in its communication. 

• There is no unclear information in the communication 

carried out with the school. 

• The preferred channels for communication and 

receiving information from the school are Viber and 
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the electronic diary. Less preferred are telephone and 

email.  

• The school provides news and information often 

enough. 

• The information provided by the school is accessible 

and understandable. 

• Most of the respondents are satisfied with their 

communication with the school. 

• The school communicates important information in a 

timely manner. 

• The school communication can be improved by 

updating the information on the website more 

frequently; improving the communication skills of 

pedagogical specialists and non-pedagogical staff; 

creating Viber groups by class, in which to publish 

information similar to an electronic diary; creating 

more opportunities for direct communication with 

teachers of different subjects, and not only through 

the electronic diary or the class teacher. 

• The school website is an effective communication 

tool. 

• Receiving information from the school is not 

frequent, therefore the frequency should be increased. 

• School announcements are not always timely and 

comprehensive. 

• School staff is responsive to inquiries. 

• Obstacles encountered in accessing school 

communication are disinterest; difficult orientation on 

the school website when searching for information; 

the presence of current messages, but the lack of 

sufficient information about school life on social 

networks, website, etc.; slow feedback on e-mail; lack 

of contact telephone numbers and old information on 

the school website. 
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• The school's communication practices are not to the 

liking of most of the respondents, which is why they 

would not recommend them. 

• The most valuable topics in school communications 

are related to student achievements, school successes, 

initiatives taken, school policies and activity 

schedules. 

• The quality of information provided by school emails 

is not always good. 

• Improvements that will have a positive impact on the 

school's communication methods are easier access to 

news related to the educational institution; improving 

engagement in communication; respecting specific 

deadlines for responding to various inquiries by the 

school; using an individual communicative approach, 

as well as providing teachers with telephones for 

easier communication with them. 

• Pre-announced invitations are essential for attending 

school meetings and events. 

The fourth paragraph is dedicated to the hypothesis test. 

The initial hypothesis is: 

If a simultaneous assessment of the principal's communication 

practices and the expectations of stakeholders is carried out, then areas 

of discrepancy will be identified, the correction of which will 

transform communication from intuitive to strategically managed. 

To prove the hypothesis, we use the method of comparative 

analysis of discrepancies. 

The hypothesis is proven by identifying 

coincidences/discrepancies in three main dimensions: 

1. Technological mismatch – when the channels chosen 

by the management do not match the digital habits of the community. 

2. Information mismatch – when the volume and content 

of the information do not correspond to the real deficits of the users. 

3. Style mismatch – when the tone of communication   

(friendly/official/distant) does not correspond to the need for empathy 

and transparency. 
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The analysis of the collected data through the applied parallel 

assessment model categorically confirms the working hypothesis. This 

is revealed by the deduced areas of discrepancy between the 

communication practices of the school managers and the expectations 

of stakeholders (teachers, parents, students and representatives of 

institutions). 

The identification of these critical areas proves that effective 

communication in the school is a dynamic process requiring constant 

monitoring and adaptation. The confirmation of the hypothesis gives 

grounds to conclude that the transition from intuitive to strategically 

managed leadership is possible only through feedback mechanisms 

that transform subjective sensations into measurable management 

indicators. 

The implementation of corrective measures in the localized 

areas not only optimizes the information flow but also lays the 

foundations for a new organizational culture based on transparency, 

adaptability and mutual trust. 

The fifth paragraph contains the structuring and testing of 

the model. The model for assessment of the effectiveness of the 

communication between the school principal and the  stakeholders has 

been structured based on the initially defined elements relating to: 

• Communication channels – assessing their use. 

• Information quality – effectiveness of the 

communication strategy, frequency of providing 

messages and taking into account the feedback 

received. 

• Personalization of the communication – depending on 

the specific target groups. 

At the base of the model for assessment of the effective 

communication between the school principal and the stakeholders is 

the understanding that communication in an educational institution is 

not simply a technical act of transmitting data, but a strategic resource 

for managing trust and relationships. The school is viewed as a 

holistic system in which the principal functions as an information 

center, whose task is to balance the needs of different, often divergent, 

stakeholders. The model assumes that effectiveness exists only when 

the subjective experience of the stakeholders (teachers, parents, 
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students and institutions) coincides with the objective intentions of the 

manager. When these two perspectives diverge, communication 

barriers appear that undermine the authority of the institution. The 

concept here is integrative and includes the communication channels 

(ensuring speed and accessibility), the quality of information 

(ensuring comprehensibility and organization), and personalization of 

the communication (ensuring emotional connection and 

engagement). 

Central to understanding the model is the adaptability of the 

school principal. He must have the flexibility to be able to transform 

the same administrative information into different “messages”. The 

model aims to identify communication barriers and information 

deficits that need to be overcome in order to ensure more effective 

communication in the schools. Based on the model, recommendations 

are derived for improving communication. 

The model is not static, but dynamic. Changes in 

communication lead to changes in assessment, and from there to 

changes in reactions and results. An essential characteristic of the 

model is that there is no specific time period, moment or deadline in 

which to apply it. 

The model is built on the principles of comparative data 

analysis, combining two main research directions: 

1. Qualitative research – an in-depth interview with 

school principals (25 questions), focused on the strategies, the 

communication process, conflict resolution and vision for 

digitalization. 

2. Quantitative research – a survey to explore the 

opinions of stakeholders (25 questions), measuring satisfaction, 

quality, accessibility and frequency of information. 

Three key areas for assessment of the effective 

communication have been identified, which ensure the objectivity of 

the final result: 

• Communication channels – assessing technological 

adequacy and accessibility of information. 

• Information quality – measuring indicators such as clarity, 

timeliness, content, professionalism and thematic relevance. 
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•  Personalization of the communication– assessment of 

empathy, staff responsiveness and the ability to build trust and a 

positive school climate. 

 

Key area 1 – Communication channels 

The goal is to ensure the right path for each message in order 

to avoid the loss of information. This area measures whether the 

chosen information paths are adequate to the needs of the 

stakeholders. Communication channels should be tailored not only to 

the type of information, but also to the specific stakeholder. 

The indicators for assessment of the communication 

channels used are: 

• Coverage of preferences  

• Technological accessibility  

• Platform effectiveness  

 

Key area 2 – Quality of  information  

The goal is to transform dry data into understandable and 

valuable messages. This area measures the “content value” of 

messages and whether they lead to awareness or to information 

overload and confusion. 

The indicators for assessingment of the quality of 

information are: 

• Clarity index  

• Timeliness index 

• Thematic relevance 

• Professionalism 

  

Key area 3 – Personalization of the communication  

The goal is to move from mass information to building trust 

and personal engagement. This area measures the subjective sense of 

significance and the degree to which communication motivates people 

to action. 

The indicators for assessment of the personalized 

communication are:  

• Responsiveness index  

• Indvidual satisfaction  
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• Loyalty index  

 The actual assessment is carried out by comparing the 

responses from the three areas in a Comparative Matrix. This method 

enables the visualization of the zones of “full compliance”, “positive 

discrepancy” and “critical zones”, depending on the degree of overlap 

of the expectations of the stakeholders with the actions of the 

management. 

 The assessment of compliance is carried out through a 

comparative matrix. A comparative analysis is made that reveals 

where there is compliance or inconsistency between the responses 

from the director’s interview and those from the stakeholder surveys. 

 When filling in the matrix with the data from the director’s 

interview and the data from the stakeholder surveys, three possible 

scenarios can be outlined for each area: 

1. Full compliance – both parties are of the same opinion. 

This is an area of strength. The school should continue to do what it is 

doing. 

2. Partial compliance – most of the principal’s responses 

are consistent with those of the stakeholders and some are 

inconsistent. 

3. No compliance – most or all of the principal’s responses 

are inconsistent with the expectations (responses) of the stakeholders. 

 

By matching the manager’s intentions (the interview) with the 

actual user experiences (the survey), the school can identify its 

“critical areas” and build a more equitable, transparent, and 

personalized environment for all stakeholders. 
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CONCLUSIONS AND RECOMMENDATIONS 

 

• The model for assessment of the effective 

communication of the school principal with the 

stakeholders is aimed at analyzing the communication 

strategies used and, based on the results, taking 

activities and measures to improve communication. 

• The purpose of the model is to assess the 

communication by evaluating its effectiveness. 

• Achieving effectiveness in the school communication 

requires the implementation of a continuous dialogue 

between pedagogical specialists, students, parents and 

representatives of various institutions using various 

communication channels, including digital solutions, 

maintaining information on the school website and 

promoting positive relationships through active 

listening. 

• Key areas in the model are communication channels, 

quality of information and personalization of 

communication. 

• The results obtained from interviews with school 

principals and the survey with teachers, students, 

parents and representatives of institutions were used 

as a basis for further development of the model. 

• By testing the model, recommendations can be 

derived for improving the communication capabilities 

of educational institutions. 

• The model is applicable for testing in all types of 

schools. 
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CONCLUSION AND SCIENTIFIC CONTRIBUTIONS 

 

The dissertation provides grounds for formulating the 

following contributions. 

 

Theoretical contributions: 

1. A critical analysis and systematization of the main 

communication strategies and models has been carried out, which 

allows for their more precise differentiation and adaptation to the 

specific needs of the educational environment. 

2. The characteristics of communication in the educational 

institutions have been identified, which enables the refinement of the 

methodology for measuring its effectiveness. 

3. The role of communication as a tool for management of 

educational institutions has been analyzed and the leading 

communication approaches applied by the director to achieve 

organizational effectiveness have been identified. 

4. The main barriers have been identified as factors limiting 

constructive interaction between principals and stakeholders. 

 

Practical contributions: 

1. An author's model for assessment of the effective 

communication of the school principal with stakeholders has been 

developed, allowing for the identification of critical areas for 

improvement. 

2. An innovative diagnostic tool has been proposed for 

measuring the quality of the communication between school 

management and stakeholders, with three main areas of monitoring 

identified. 

3. The three-component structure of the effective 

communication of the principals (communication channels, quality of 

information and personalization of communication) has been outlined, 

which serves as a model for optimizing the leadership presence of the 

principal. 

4. An empirical analysis has been carried out using a 

heterogeneous sample of educational institutions and stakeholders, 
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which confirms the model’s universality and adaptability to different 

organizational structures and sizes. 

5. The indicators of effective communication have been 

validated through a survey covering different respondents, which 

guarantees the objectivity of the results and recommendations derived. 

6. A universal diagnostic tool is proposed that is independent 

of the type of educational institution and eliminates the administrative 

burden, focusing on optimizing effective communication and 

collaboration between stakeholders. 
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