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ABSTRACT: 
 
The adoption of digital strategy is now one of the strategic goals in most of the organizations, 
including the banking sector in developing countries. The digital strategy implementation pro-
cess is not easy for all companies. The success depends on many aspects. Among them, employ-
ees’ emotions are very important and influence the process of digital strategy implementation 
digital. Moreover, emotional preparedness of frontline employees depends on how well they 
are informed or communicated with during digital strategy execution. 
 
This study investigates the significant role of internal communication during digital strategy im-
plementation in the banking sector in Bangladesh. This study applies a qualitative case study 
methodology. The case company is a private commercial bank, and it focuses mainly on two 
departments, which have recently implemented significant digital strategies. 
 
For data collection, this study conducted semi-structured interviews where the participants 
were managers and their team members. It was also supported by secondary data online, public 
resources, and the company’s official website. The analysis integrated thematic analysis and 
content analysis through an abductive approach. Three main themes were developed by the-
matic analysis, which focused on how transparent communication, training sessions, and lead-
ership communication generated reliability and confidence of employees in digital strategy im-
plementation process. 
 
The results show that supportive, clear, rewarding, and reciprocating internal communication 
assists workers in shifting their emotions from anxiety to engagement. This study provides useful 
insights on addressing employee emotions in the process of digital strategy implementation and 
specific recommendations for the banking sector in hierarchical settings like Bangladesh. 
 
 
 
 
 
 
 
 
 

KEYWORDS: Digital strategy, digital strategy implementation, internal communication, em-
ployees’ emotions, banking sector, Bangladesh. 
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1 Introduction 

The advent and adoption of digital technology appear to be natural, especially in the 

financial sector. Financial companies are contributing to substantial advances in tech op-

erations. This offers them an identifiable image over opponents to improve customer 

service (Al Afaishat et al., 2024, p. 201). Past study results hint that the viability of these 

tactics necessarily relies on human resources. If employees frequently feel a broad spec-

trum of emotions, such as fatigue, refusal, or passion, it indicates that the new practices 

are conflicting with routine standards. In this case, effective interpersonal interaction is 

the key, and without this, any kind of change is hardly possible (Atikur Rahaman et al., 

2023, p. 1). According to (Rani & Danu, n.d.), digital abilities influence the experts’ atti-

tudes and the implementation of ICT. Thus, the preparedness of the workforce to accli-

mate to the new strategic mechanisms is determined by the combination of workplace 

collaboration and digital knowledge. This study therefore examines how internal com-

munication regulates employees’ reactions during digital strategy implementation—a 

problem in the financial sector, like banking. 

 

The digital strategy can be used like an umbrella for an organization, as it is a broad con-

cept (Li, 2023, p. 3). The technological evolution of an organization is defined by its digital 

strategy (Li, 2023, p. 3). Therefore, digital strategy is the lengthy business plan by which 

any organization takes advantage of modern technological resources (Li, 2023, p. 3). It 

helps to develop or create new business approaches (Li, 2023, p. 8). Digital strategy not 

only advances the IT division but also encourages new businesses (Li, 2023, p. 8). 

 

In addition, the planning and establishment of digital strategy is very important to 

achieve desired outcomes (Correani et al., 2020, p. 38). Sometimes the digital strategy 

execution process can be unsuccessful because of poor relationship between the plan 

and the ultimate action (Correani et al., 2020, p. 38). Research shows that almost 66% 

to 84% of technological initiatives struggle due to a gap between strategy formation and 

implementation (Correani et al., 2020, p. 38). 
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Successful digital strategy implementation depends on artificial intelligence, a clear goal, 

internal and external platforms, adequate staff, an adaptable process, and finally con-

verted solutions (Correani et al., 2020, pp. 46–51). The Vodafone case shows that it im-

proved its customers’ satisfaction by adopting digital tools and techniques (Correani et 

al., 2020, pp. 46–51). The creation and execution of digital tactic is a process through 

which measurable actions are articulated to attain the overall organization’s strategic 

targets (Correani et al., 2020, pp. 46–51). 

 

During digital strategy implementation, various emotions arise among employees; how-

ever, it depends on how well they accept the change and how it affects their comforts 

and goals (Huy, 2002, pp. 31–33). Unexpected changes promote negative reactions, 

whereas clear direction fosters enthusiastic emotions (Huy, 2002, pp. 31–33). There are 

four basic types of emotions: pleasant/high-energy, pleasant/low-energy, unpleas-

ant/high-energy, and unpleasant/low-energy (Huy, 2002, pp. 31–33). To handle these 

emotions, internal communication is very important. 

 

Internal communication is not just about message communication; it is an important 

process through which employees become more efficient and engaged (Welch & Jackson, 

2007, p. 178). IC does not consider an employee as an individual; it considers all employ-

ees from top management to frontline employees, and in this way communication is 

done in a systematic way (Welch & Jackson, 2007, p. 178). Effective IC allows employees 

to integrate with their work, and it also gives them the knowledge about development 

(Welch & Jackson, 2007, p. 178). 

 

1.1 Statement of the research problem 

Every sector is looking for ways to implement digital strategies to drive business expan-

sion. The financial service sector is no exception. As a modern enterprise, they can rede-

fine their organizational infrastructure, operational method, and product development 

through the introduction of a digital strategy (Verhoef et al., 2021, pp. 890–891). Evalu-

ating the results of their business efforts has implications for the financial service 
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industry (Bueno et al., 2024, p. 1). Additionally, financial service providers like banks are 

also trying to adopt and introduce new strategies like electronic payment systems, online 

financial statements, mobile payment systems, electronic authentication of documents 

for transactions, and online servers in order to increase client fulfillment (Kitsios et al., 

2021, pp. 1–2). However, people working in these organizations can react emotionally 

because of these drastic modifications.  

Past studies show that employees frequently suffer from uncertainty and struggle during 

the development of a new digital strategy; normally it happens when the transition-re-

lated message is inconsistent or upward-oriented (Kutlutürk Yıkılmaz et al., 2024, pp. 4–

5; Begum et al., 2025, p. 441). Moreover, effectiveness also depends on employees’ com-

prehending capacity to the newly implemented strategy.  

 

Consequently, employees may support the digital initiatives, or they may become re-

sistant to change (Huy, 2002, pp. 34–35). How financial sectors like banking can deal with 

these emotional states through internal interactions and managerial behavior has not 

been studied much. Studies also show that top-level managers and supervisors serve a 

crucial function to govern the reactions of workers during the time of change (Huy, 2002, 

pp. 31–69; Vuori & Huy, 2016, pp. 9–51). But these considerations are seldom thought 

of in the context of digital strategic change. 

Furthermore, very often the success of change relies on how employees feel about 

changes, and here comes the role of internal communication, as it is linked with em-

ployee engagement, job satisfaction, and employee loyalty (Nguyen & Ha, 2023, p. 8). 

Research anticipates that symmetrical communication and employee satisfaction are 

correlated with each other (Men, 2014, p. 267). 

 

In addition, it is predictable that digital business strategy will replace the traditional busi-

ness approach (Bharadwaj et al., 2013, p. 473). One of the reasons is that many indus-

tries now depend on information as well as communication (Bharadwaj et al., 2013). 

There have been many studies on digital strategy (D’Cruz et al., 2015, pp. 127–136; Ross 

et al., 2018, pp. 127–136; Van Zeebroeck et al., 2023, pp. 3183–3197).  However, how 
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internal communication regulates employees’ sentiments during the establishment of a 

digital strategy is often overlooked (Correani et al., 2020, pp. 37-56; Hrebiniak, 2006, pp. 

12–31; Ritala et al., 2021). 

 

Research regarding language and global teams further states that communication helps 

to regulate employee emotions and power dynamics where language also matters 

(Hinds et al., 2014, p. 547). Therefore, it is necessary to know how internal relationships 

help in managing employees’ emotions during the digital change. However, fewer stud-

ies have discussed the significance of internal communication in transforming employees’ 

negative thoughts into constructive reactions during digital strategy utilization. 

 

This imbalance is crucial in the financial industry. Handling staff sentiment is fundamen-

tal in the banking sector, as digital change is accelerating rapidly in this industry. There-

fore, employee cooperation and handling employee emotions through internal relation-

ship building are important. Research indicates that clear communication can work in 

improving satisfaction and confidence among workers (Men, 2014, pp. 267–271; Yue et 

al., 2021, pp. 171–175). However, how internal communication can work as an instru-

ment for navigating the feelings of workers during the digital strategy implementation in 

the banking sector has not received adequate focus. 

 

Transparent and balanced internal interaction can lower personal frustration and disrup-

tive attitudes due to the lack of strategic communication (Yue et al., 2024; Kim & Lee, 

2021). Vuori and Huy (2016) showed how leaders were incapable of recognizing fear and 

shared emotions during digital innovation, which resulted in Nokia’s failure in the 

smartphone battle (Vuori & Huy, 2016). However, emotional imbalance was one of the 

reasons besides other issues (Vuori & Huy, 2016). In these circumstances, strategic lead-

ership along with good internal connection may facilitate the successful execution of 

digital strategies and innovation. 
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Digital literacy is important for digital outcomes during digital transformation (Cetinda-

mar Kozanoglu & Abedin, 2021, p. 1650). It is also necessary to know the workers’ ability 

to adopt new changes. Resistance can be a challenge here. Employees can support or 

disagree with a shift to technology even if they believe the plan is logical (Klein et al., 

2024). Employee resistance is a multidimensional reaction, and it can either foster or 

impede digital change (Cieslak & Valor, 2025). Although previous documentation con-

firms the link between clear IC with loyalty and association, there is little research on it 

during technological strategy initiation (Lee et al., 2022; Thelen & Men, 2023). Together, 

all these observations highlight the research problem. 

 

1.2 Research Gap 

Digital reformation from the mechanical and strategic ground has been studied widely; 

however, the psychological parts of digital strategy implementation are not examined 

(Bharadwaj et al., 2013, pp. 471-482; Kringelum et al., 2025, pp. 3-10). It is proven by 

previous studies that internal communication improves workers’ productivity as well as 

loyalty (Welch & Jackson, 2007). Earlier studies have called for future research that links 

internal communication and employees’ emotions (Yue et al., 2021). Previous research 

also suggested future investigation regarding different aspects of the internal interaction 

system and its implications for employees (Tkalac Verčič & Men, 2023, p. 7). The empir-

ical data regarding highly regulated settings like banking and how their employees’ emo-

tions work during digital process implementation is still limited.  

 

Digital literacy is a combination of five competencies, and it influences how employees 

use digital tools (Cetindamar Kozanoglu & Abedin, 2021, pp. 1660–1661). How digital 

literacy can be an emotional support system remains underexplored. Furthermore, pre-

vious research also shows that internal communication and the emotional intelligence 

of leaders may decrease technostress by creating a better emotional response when any 

digital change occurs (Ertiö et al., 2024, pp. 400–403). However, there is still a gap in the 

contexts of banks and digital strategy implementation in the above perspectives.  
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Finally, there are only a very few studies that focus on the Bangladeshi banking sector, 

where employees often face hierarchical supremacy and where group needs are seen as 

more important than individual needs (Atikur Rahaman et al., 2023, p. 1). Earlier re-

search also showed that if the internal and external communication is not linked properly, 

the employees may not feel included (Harkness, 2000, pp. 68–69). Many of the papers 

in the Bangladeshi context have mainly focused on the digital-banking related issues, but 

how the internal communication process can support employees’ emotions in coping 

with digital techniques has not been researched before. This gap highlights the need for 

a study that investigates meticulously how communication within an organization can 

influence employees’ emotions throughout the time of digital strategies deployment. 

 

1.3 Research question and objective 

Investigating the benefits of internal interaction is the aim of this thesis. Especially how 

internal communication manages employees’ behavioural oversight while adopting 

technology-based approaches is the aim of this paper. Recent research has shown that 

staff devotion is attached to communication (Sinitsyna et al., 2024). However, the psy-

chological elements that happen due to initiating digital tactics in the banking sector and 

how these elements can be addressed through internal communication have been often 

ignored. The mental components, such as technological anxiety, job insecurity, and pos-

itive feelings like triumph and enthusiasm, have also been unexplored. This thesis aims 

at taking all these dimensions into account. The primary research question is: 

 

How can internal communication play a crucial role in regulating employees’ emotions 

while embracing digital strategy? 

 

This research is guided by the following sub-objectives: 

 

1. To better understand the value of internal communication in the process of digi-

tal transformation and how it facilitates the execution of digital strategy in finan-

cial enterprises. 
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2. To clarify how internal communication works as a tool to navigate employees’ 

both positive and negative emotional responses, especially in the context of dig-

ital transformation in the banking sector. 

3. To find out which channels of communication help in boosting favourable feelings 

like trust, determination, and satisfaction, and which ways of interaction help in 

minimizing adverse reactions, such as nervousness, refusal, and anxiety related 

to technology, especially while executing digital approaches. 

4. To examine the mechanisms of internal communications through which it regu-

lates the workers’ reactions during digital strategy implementation. 

 

This thesis focuses on the highly controlled sector like banking, where collaboration 

among employees is vital for successful operation. Moreover, this study also offers prac-

tical suggestions for management on how to balance emotions. It fills the research gap 

by linking communication, emotion, and digital strategy in the banking sector. 

 

1.4 Delimitations of the study 

There are some delimitations of this study that define the border and scope of it. This 

study explores employees’ emotions during digital technique execution, not the actions 

that they take in response. This study specifically analyses how successfully IC can help 

employees to navigate their certain emotions that occur due to digital strategic change. 

For example, nervousness, anxiety, fear, work- and tech-related stress, and resistance. 

This study also covers some internal communication factors. Communication channels 

like short meetings, trainings, quizzes, messaging apps, and emails are included in this 

study. On the other hand, external communications and communication with vendors 

and customers are not included in this study. Moreover, leaders’ empathy, approval of 

emotional issues, trust, and follow-up are all included in this study. However, perfor-

mance assessment and general leadership skills are not included in this study. 
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This paper does not highlight the statistical implications of the digital change process. It 

pays attention to the psychological components of employees. It focuses on how em-

ployees feel during the adoption and execution of digital strategies in the financial sector. 

Moreover, this study excludes other variables such as the company’s growth, achieve-

ment, and customer fulfilment. To see how internal interactions assist workers in man-

aging their various types of mental states while adjusting to a new digital system is the 

main theme of this research. 

 

In addition, this study focuses on communication within two departments of a single 

financial organization. Therefore, this study does not capture every aspect of internal 

communication within the organizations’ walls. Thus, this study ensures predictability. 

Three main areas of internal communication are concentrated in this study. They are 

internal communications channels, communication approaches, and leaders’ communi-

cation. 

1.5 Structure of the paper 

There are five chapters in this thesis. The first chapter is an introduction, and it explains 

the need for researching employees’ reactions and communication within the organiza-

tion during the launching of digital strategies. Moreover, it provides a preview of the 

overall framework, such as the statement of the research problem, the research gap, the 

aim of the study, and the research questions. Then the next section is a literature review, 

which critically identifies what scholars agree on as well as their contradictions and in-

consistencies. Theories regarding personnel emotions, internal communication, and the 

assassination of digital plans are defined in this section.  

 

The third is the methodology chapter, which covers the framework of the study and 

methods for collecting information. Information regarding the case company, moral di-

lemmas, and the limits of the chosen methods is included there. The next chapter is 

findings and analysis, where the outcome of the data collection is discussed. Analysis of 

the gathered information is also stated, and it evaluates the findings on the basis of pre-

vious research and theoretical framework. The final chapter is the conclusion, and it 
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connects the research findings with the objectives of this research. The conclusion sec-

tion includes this study’s shortcomings and also proposes suggestions for further inquiry. 

The last chapter of this paper emphasizes the overall reflection of the study, which con-

cludes that the role of internal communication cannot be denied in managing workforce 

emotions in the process of strategy enforcement, as it acts as a strategic medium. 

 

 

 

Figure 1. Structure of this paper. 

 

Figure 1 shows the structure of this thesis, which starts with the introduction, literature 

review, methods description, findings and their evaluation, and drawing the conclusion. 

The references are listed at the end, and interview questions are presented in the ap-

pendix section. Overall, each section strengthens the whole study. 
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2 Literature Review 

This is the most essential part of this thesis, which has critically assessed the existing 

papers regarding digital strategy, digital strategy implementation, employees’ emotions 

and internal communication. This section aims to interconnect, contrast, and assess 

some related literature that contributes to the foundation of this paper. Finally, the bank-

ing sector context in Bangladesh are also discussed. The existing literature and theories 

provide a beneficial lens for examining the internal communication practices and their 

role in navigating volatility, aligning the employment with the employers’ mission, and 

supporting employees’ emotions during digital strategy establishment. Overall, the liter-

ature review has provided the chance to understand what is known and unknown about 

the specific topic and how this study might fill the gap. 

 

2.1 Definitions of digital strategy and its implementation 

The definition of digital strategy is changing rapidly (Li, 2023, p. 3). Digital strategy is the 

combination of digitization, digitalization, and digital transformation (Li, 2023, p. 3). Each 

phase is challenged by web-based assets, corporate structure, and valuation to specific 

constraints (Verhoef et al., 2021, p. 895). Digital transformation strategy introduces dig-

ital features like data analytics and automation in the company’s operating framework, 

and it is apart from IT strategy (Matt et al., 2015, pp. 339–340). An organization’s IT sys-

tem is the centre of IT strategy, whereas digital strategy focuses on the growth of the 

business and technological innovativeness (Matt et al., 2015, p. 339). 

 

Digital business technique is a digital business approach that modifies the way of value 

creation and distribution (Bharadwaj et al., 2013, p. 477). In addition, technological strat-

egy planning is more than conventional IT strategy, and it is considered vital (Bharadwaj 

et al., 2013, p. 473). However, the current literature is unable to clearly differentiate IT 

strategy from digital strategy (D’Cruz et al., 2015, p. 4). The preparation of technological 

tactics includes the comprehensiveness of digital transformation and the element of the 

corporate structure (Correani et al., 2020, p. 38). Therefore, digital strategy incorporates 
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digital technologies to differentiate it from competitors (Ross et al., 2018, p. 7). New 

technologies, such as artificial strategies, machine learning blockchain, IoT, and cloud 

computing, are changing the way of value-creating operations and sharing information 

with other interested parties (Kringelum et al., 2025, p. 3). 

 

Digital strategy formulation means the development of goods and services by using dig-

ital assets (Bharadwaj et al., 2013, p. 474). Then, converting the determined into multiple 

tasks is called digital strategy execution (Correani et al., 2020, p. 38).  Implementation is 

not the consequence of taken steps but a set of steps, and one of the challenges of suc-

cessful implementation is the managers’ inability to push them (Hrebiniak, 2006, pp. 12–

14). A large number of attempts fail, and the writer identified five barriers to running a 

strategy (Hrebiniak, 2006, p. 17). Therefore, it is obvious that designing a strategy is eas-

ier than accomplishing it.  

 

In this study, digital transformation strategy implementation is considered. A digital 

transformation strategy is the company’s integrative plan that guides the company 

throughout the entire digital transition process (Ismail et al., n.d., p. 14). It is a complex 

process, and it depends on technological elements as well as how easily the staffs of a 

company are willing to adjust to it. 
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Figure 2. Positioning Digital Transformation Strategy (Ismail et al., n.d., p. 15). 

 

Figure 3 presents the reciprocal relationship between DTS, business strategy, and func-

tional strategy, where business figures out how to thrive, DTS uncovers potentials, and 

functional strategy orchestrates components in order to get an edge over others (Ismail 

et al., n.d., p. 15). 

 

Digital strategy implementation is a journey of transformation, which links leadership 

with organizational culture and regulates digital endeavours through a set of actions 

(Correani et al., 2020, pp. 38–41; Kringelum et al., 2025, pp. 3–6). Business enterprises 

can be benefited from the adoption of digital strategies, however, the execution process 

faces some difficulties (Correani et al., 2020, p. 38). About 66% to 84% digital strategy 

attempts cannot succeed due to the lack of coordination across the emergence and ap-

plication of strategy (Correani et al., 2020, p. 38). 

 

For designing an effective digital strategy, it requires strategic planning, which involves 

the proper allocation of assets needed for accomplishing the organizational goal (Matt 

et al., 2015, p. 340). However, specific recommendations regarding the conceptualiza-

tion and execution of any digital shift schemes are still under research area (Matt et al., 

2015, p. 340). In addition, there are multiple impediments to overcome for defining and 
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deploying successful digital strategies (Hrebiniak, 2006, p. 12). The digital strategy work 

process is far harder than crafting it, as this requires extra time and additional person-

nel(Hrebiniak, 2006, pp. 12-15.).  

 

Overall, the digital strategy formulation process is a cycle, where the initial step includes 

the allocation of technical scale, adjustments of added values, and the reconfiguration 

of company’s structure, meanwhile, the final stage metabolizes these into managerial 

oversight and transition velocity (Matt et al., 2015, pp. 339–341). Planning and put strat-

egy into actions are interrelated with each other and the feedback from accomplishment 

helps in tactical decision-making (Matt et al., 2015, p. 341). Therefore, focused training 

and multidisciplinary congruence are prerequisites for  to maximize the potentials of 

change management (Matt et al., 2015, pp. 340–341). 

 

2.1.1 Competencies and strategic coordination 

For establishing a digital plan of action, it is essential to procure the capacity needed and 

synchronize digital endeavours with the business goals. Any company needs to be 

equipped with competencies that are compatible with its overall business plan and its 

surrounding industries (Beer et al., 2005, p. 446). In order to cope with the disruptive 

business, enterprises must possess flexible strengths (Karimi & Walter, 2015, pp. 41–43). 

Therefore, businesses should give importance to acquiring workers’ talents (Schlegel & 

Kraus, 2023, p. 814). Digitally talented workers can show more creativity and perform 

well in the workplace (Ben Ghrbeia & Alzubi, 2024, p. 6). A person’s educational qualifi-

cation is also connected with knowledge regarding technology (Zulu et al., 2023, p. 11).  

 

Correani and colleagues describe successful initiatives to digitize, requiring the align-

ment of resources, operations, and methods (Correani et al., 2020, p. 40). Competencies 

develop if the employee sees possibilities in technological development, they use their 

everyday experiences to shape their decisions, and they unlock prospective uses in their 

regular duties (Cetindamar Kozanoglu & Abedin, 2021, p. 1653). The importance of tech-

nological knowledge is also supported by the RBV concept (Ben Ghrbeia & Alzubi, 2024, 
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(Ben Ghrbeia & Alzubi, 2024, pp. 18–19). RBV is Resource-Based View Theory, recognized 

by Barney, and this theory shows how the capabilities of an organization can be utilized 

and the senior management’s role in it (Ben Ghrbeia & Alzubi, 2024, p. 19). 

 

Besides, digital transformation knowledge complements skills, as an organization de-

mands additional abilities and actions from staff that support the transformation process 

(Cieslak & Valor, 2025, p. 2). If DT proficiency collaborates on cross-disciplinary solutions, 

like improving skills in a psychologically secured settings and standard dispute resolution 

sessions, it can streamline the execution of digital strategy (Cieslak & Valor, 2025, pp. 

22–23). 

 

2.1.2 Behavioural barriers in digital strategy implementation 

There are some barriers to strategy establishment, such as employees’ mentality to re-

ject the change and lack of communication, and lack of precise roles are important to be 

considered (Hrebiniak, 2006, pp. 17–18). Klein, Spieth, and Söllner (2024) focus on a par-

adox, which helps to gain a greater understanding of employees’ judgements regarding 

digital plans, where individuals’ thoughts and behaviours matter (Klein et al., 2024, p. 

103).  

 

Nowadays, employees face a lot of anxiousness, as many businesses are now practicing 

artificial intelligence and automation of technology-based operations (Ertiö et al., 2024, 

p. 401). Businesses  have been influenced by the adoption of technological advance-

ments, and there is an additional fear that employees may be going to be displaced by 

these technologies (Liu et al., 2022, p. 1). 

 

2.2 Employees’ emotion toward digital transition 

Throughout the past several years, the cutting-edge technology has been changing the 

strategic movements of the enterprises, and these changes are accompanied by anxiety 

(Van Zeebroeck et al., 2023, p. 3183). Hence, whenever an organization undergoes any 
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digital change, workers’ emotions come naturally. When a change is suggested, staff 

members’ emotions determine the ways of various groups’ responses (Huy, 2002, p. 32). 

Research has demonstrated that employees may exhibit both negative and positive per-

ceptions in response to DT strategy (Klein et al., 2024). Employees believe more in their 

own capacities if they have used the same strategies before, and they need less training 

(Kitsios et al., 2021, p. 9). However, employees’ adaptable views help effortless digital 

strategy implementation (Muduli & Choudhury, 2025, p. 505).  

 

It is suspected that the more skilled junior staff are, the more they will jump on the 

quickness of adopting contemporary technologies (Kitsios et al., 2021, p. 9). On the other 

hand, for workers with fewer qualifications, these platforms become pretty difficult (Kit-

sios et al., 2021, p. 9). Besides, employees who have a risk-taking mentality and proac-

tiveness perform effectively in obtaining the firm’s business goal, while a keen eye for 

innovation restricts the productivity of digital leadership (Ritala et al., 2021, p. 8). In ad-

dition, in a virtual team, executives must grasp the tremendous value of online commu-

nities and online management instruments (Tian et al., 2025, p. 19). 

 

Previous research has discussed that the success of the technological shift depends on 

how the managers are guiding the feelings of their staffs (Huy, 2002, p. 33). 

Furthermore, the case of Nokia illustrates that the innovation process of Nokia struggled 

because of multiple kinds of nervousness that were created because of the detached 

connection between the technology manager and the marketing manager (Vuori & Huy, 

2016, p. 21). Therefore, the personal dimensions are folded by internal relationships, 

such as managerial training sessions, tutoring, and counselling for staff members who 

endure abusive language (Yue et al., 2024, p. 421). 

 

2.2.1 Contradictions worker’s support in digital shift 

Workers’ duties and actions in business settings are shifting following the ethical and 

environmental methods with the rise of the digital revolution (Hizam et al., 2023, pp. 1–

4). The commencement of strategies can lead to unpredictable responses from 
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employees. The paradoxical viewpoint regarding the transformation influences the deci-

sion of whether the techniques will be accepted or not (Klein et al., 2024, p. 1001). How-

ever, they did not find any major impact of the paradoxical concept on the acceptance 

of the digital change procedure (Klein et al., 2024, p. 1001).  

 

When change is essential, other factors like open communication and resources can be 

more paramount than using a “paradox” mentality (Klein et al., 2024, p. 1001). The es-

tablishment of a new tech strategy is intricate in nature, and it also means resolving 

clashes among people. Clear strategic internal communication can help to avoid mental 

exhaustion by strengthening worker-organizational relations (Kim & Lee, 2021, p. 411). 

It means leaders need to anticipate the mixed views and then respond with focused en-

couragement and interaction. 

 

2.2.2 Disengagement and optimism as cognitive manifestations 

There is a concept that is known as task-technology fit (Sun et al., 2025, pp. 1031–1032). 

According to this idea, the duties an employee performs in an organization that fits with 

technological instruments result in them feeling more contended and inspired (Sun et 

al., 2025, pp. 1031–1032). Thus, staff members’ positive beliefs can enhance their imag-

inative capabilities when the process of digital change starts (Sun et al., 2025, p. 1032). 

However, individuals who have high-level confidence in their artistic abilities can some-

times feel handicapped by digital tasks (Sun et al., 2025, p. 1032). 

 

Workers may not have the proper expertise that is required to employ DT; as a result, 

sometimes they can be resistant to shift (Cieslak & Valor, 2025, p. 2). Moreover, they may 

also have the concern of being replaced by this kind of innovation (Cieslak & Valor, 2025, 

p. 2). Cieslak and Valor (2025) also argue that DT can be a promising instrument, and it 

does not create negative reactions (Cieslak & Valor, 2025, p. 5). They also criticize that 

workers can take advantage of these instruments (Cieslak & Valor, 2025, p. 5). Yue, Men, 

and Ferguson (2021) found that an optimistic emotional culture can expand staff en-

gagement with the business (Yue et al., 2021, p. 189). It is clear that emotional culture 
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can fluctuate, and appropriate management, communication, and the right leadership 

are a must to handle this. 

 

2.2.3 A sense of emotional depletion caused by digital strategy 

Due to the enforcement of digital strategies, employees not only navigate potentials but 

also encounter different issues. For example, concerns regarding the replacement of jobs 

powered by AI heighten rating of anxiety, as it creates pressure for those staff members 

who have a poor sense of digital self-reliance; therefore, it has a detrimental effect on 

mental wellness (Zhao & Wu, 2025, pp. 305–307). Thus, employees struggle with ambi-

guity. Hence, adopting new technology greatly impacts employees’ emotions.  

 

When employed workers feel themselves exhausted with the ongoing demand imposed 

by technology, it can lead to technostress and feelings of burnout (Kutlutürk Yıkılmaz et 

al., 2024, pp. 4–5). Their inquiry reveals that if physical constraints like musculoskeletal 

and mental constraints connect together, the consequence may prolong. In addition, re-

search on private commercial banks shows that employees plan to quit their current 

employment if they endure technological fatigue; therefore, they need to be accommo-

dated by friendly institutional processes (Begum et al., 2025, pp. 435–441). Their analy-

sis suggests that chronic stress remains untouched; it can cause damage to employees’ 

psychological well-being. 

 

Collectively these implications state that technostress is a risk that arises when a new 

digital initiative is enforced. If these risks are neglected, organizations may witness de-

teriorated health conditions of workers and ineffective execution of plans. 

 

2.3 Employee reactions toward digital transition 

The advancement of technology is changing continuously, and because of this reason, 

employees often respond stressed and challenged (Ertiö et al., 2024, pp. 401–402). As a 

result, sometimes employees face difficulties in adopting and handling new digital 
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strategy (Ertiö et al., 2024, pp. 401–402). These issues may display irritation, tiredness, 

anxiety, low dedication, and even poor efficiency in job performance (Ertiö et al., 2024, 

pp. 401–402). 

 

Employees can also feel pressure because digital technology works with speed, and 

sometimes it demands more work (Ertiö et al., 2024, pp. 401–402). Furthermore, due to 

digital strategy adoption employees also feel that they are losing their right to go offline, 

and in some jobs they need to check the messages so that they do not miss anything, 

and this type of imbalance can increase the stress level (Ertiö et al., 2024, pp. 401–402). 

 

Moreover, some employees feel that digital initiatives are hard to adjust to because it is 

a challenging process and it may seem unfamiliar to some employees (Ertiö et al., 2024, 

pp. 401–402). Therefore, sometimes workers find it complicated to navigate the new 

technology, and because of this, they may feel afraid that they might lose their jobs or 

careers (Ertiö et al., 2024, pp. 401–402). Besides, they also think that automation can 

replace them in the future (Ertiö et al., 2024, pp. 401–402). The rapid technological rev-

olutions also demand continuous competency in digital knowledge (Ertiö et al., 2024, pp. 

401–402). If employees are afraid of making mistakes, accountability, and diminishing 

their power of ownership, it may cause dropped output, higher absences, and misun-

derstanding (Ertiö et al., 2024, pp. 401–402). Thus, employees’ reactions can lead to a 

higher turnover rate in the organization (Ertiö et al., 2024, pp. 401–402). 

 

The fear of job substitution and the need for employee training arise so that the work-

force can comply with the new professional duties (Ertiö et al., 2024, p. 401). The in-

creased automation nature of tasks increases the number of details to handle, and the 

feeling of powerlessness and decreases an individual’s responsibilities(Ertiö et al., 2024, 

p. 401). Leaders can help in mitigating tech anxiety by dealing with these feelings(Ertiö 

et al., 2024, p. 402). Therefore, the digital strategy adoption is not only about function-

ality but also about the ability to adjust employee sentiments. 
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This indicates that enacting digital tactics is not merely sophisticated; it also considers 

the workforce members’ views, for example, how they act when any changes happen in 

the organization. Much research has highlighted digital strategy only from the technical 

context; psychological perspectives are bypassed. 

 

However, recent research confirms that employees can have contradictory reactions to-

ward digital transition (Klein et al., 2024, p. 1003). According to paradox theory, some 

workers can exhibit a positive response also by showing optimism, and on the other hand, 

some can feel distressed (Klein et al., 2024, pp. 1003–1004). Hence, communication 

pathways are important, and there are many ways of it, as multiple parties have distinct 

choices (Ertiö et al., 2024, p. 402). In order to make sure that everyone knows the latest 

news, communication is vital (Ertiö et al., 2024, p. 403). Ertiö et. al. (2024) also state that 

digital leadership and communication can help in encouraging social connections and 

discussing technological details of change. 

 

2.4 The ways to manage employee responses to digital strategy imple-

mentation 

This section presents three strategies to successfully oversee staff reactions while initi-

ating digital strategies. Leadership, communication, and cognitive devotion are all nec-

essary in assisting staff members to proceed through a changing landscape. The follow-

ing ways can manage employee responses to digital strategy implementation with grace. 

 

2.4.1 leadership as a communication device 

We cannot deny the performance of mid-level managers in emotional factors manage-

ment. During any technological change, employees may suffer from various tech-related 

stresses (Ertiö et al., 2024, p. 401). Leadership plays a vital role by reducing technological 

stress (Ertiö et al., 2024, p. 403). In order to ease employees’ technological anxiety, dig-

ital leaders with emotional intelligence need to tackle the consequences of digital 
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change (Ertiö et al., 2024, p. 404). Huy investigated the job of middle managers by ana-

lysing a firm where the firm was experiencing a major change (Huy, 2002, p. 33). 

 

 

Figure 3. A model of emotional balancing during radical change (Huy, 2002, p. 33). 

 

The figure 4 shows that middle management employees work as facilitators, and they 

also need to handle their thoughts in order to forward their change missions (Huy, 2002, 

p. 33). In order to cope with dramatic shifts, participants’ emotions need to be closely 

monitored, as it guarantees smooth operation (Huy, 2002, p. 33). This is known as emo-

tional balancing. In this case, managers pay attention to their employees’ views without 

interrupting operations, and they also make a mental pledge to the evolving project (Huy, 

2002, pp. 33–36). The good relationship among workers and top managers helps in sus-

taining employee representation (Thelen & Men, 2023, p. 1450). 

 

However, dialogue from leaders can also produce negative consequences. Sometimes 

leaders diminish trustworthiness, and promote uncomfortable feelings in their team 

members (Yue et al., 2024, pp. 406–408). The prosperity of an organization is protected 

by the joint efforts of leaders and staff (Santoso et al., 2022, p. 15). These findings prove 

that leaders can thrive successfully in two ways, such as they can carry out change strat-

egies along with controlling employees’ reactions by using frank and sympathetic con-

versations. 
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2.4.2 Behavioural spirituality as a valuable weapon 

Communication encompasses building an emotionally productive atmosphere by pre-

senting details where individuals sense they are empowered and included (Men & Yue, 

2019, pp. 4–6). According to their findings, enterprises with robust ways of interaction 

techniques sustain a culture of supportive pleasant emotions, which push workers to 

forward the commercial goals. Communication within an organization is accomplished 

by means of workers’ subjective judgement instead of primarily affecting interests 

(Tkalac Verčič & Men, 2023a, pp. 2–4).  

 

Therefore, it is important to construct a sense of feelings by undertaking communication 

methods for promising consistent attachment. The above observations argue that main-

taining an ideal mental climate may influence the prosperity in banks that are experienc-

ing a digital turnaround strategy. 

 

2.4.3 Communication as a key to manage employees’ reactions 

Internal communication can work as an emotion protector by handling employees’ hard-

ships during digital approach implementation. In order to avoid mental fatigue, open 

discussion is advantageous, as it assures the workers that their fears are treated carefully 

(Kim & Lee, 2021, pp. 420–421). Thus, employees consider strategic transitions in a pos-

itive way, and they feel inspired. Similarly, the importance of linear internal communica-

tion in stimulating accountability, constructive feedback, and collaboration between 

staff and management is further emphasized by Lee et al. (Lee et al., 2022, pp. 266–270).  

 

Their research states that symmetrical IC fosters bonding among the workers and organ-

ization. Factors like commitment, loyalty, and gratitude can help in preventing strains 

and increasing passion for jobs (Lee et al., 2022, pp. 266–270). It indicates that if em-

ployees get a chance to convey their concerns, they become emotionally capable. If the 

staff members feel that their participation is the key in the strategy enforcement process, 
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it reduces restlessness (Khan et al., 2022, pp. 2501–2507). Consistent and clear IC acts 

as a line of defence so that anxieties may not transform into reluctance. 

 

2.5 Internal communication for managing employee reactions in digital 

strategy implementation 

This chapter reviews the definition of internal communication, channels, cultural and 

practical components, and its impact on individuals’ mental health in the digital strategy 

implementation process. In digital strategy implementation, internal communication 

works as a vital tool. When any digital transformation occurs in any organization, it 

changes how employees work, and it offers uneasiness. 

 

2.5.1 Concept of internal communication 

Internal communication is a process of exchanging knowledge and data among all the 

stakeholders in an organization (Sinitsyna et al., 2024, p. 367). Moreover, internal com-

munication is a way of providing a better understanding of ongoing alteration of the 

company’s settings, and it conveys both potential and challenges (Welch & Jackson, 2007, 

p. 186). The idea of internal business communication is constructive, as it considers 

reaching out to every employee (Welch & Jackson, 2007, p. 186). Consequently, employ-

ees feel more inclined to stay with the company for a long time, as proactive leadership 

and accessible communication offer an immediate benefit on worker fulfilment (Men, 

2014, pp. 267–268). IC is very important in the communication administration system 

(Wuersch et al., 2023, p. 614). It is a tool that connects the whole organization in a single 

frame. 

 

Recent research shows that if the company acknowledges their employees’ opinions and 

updates them about notable changes, the employees start to trust more, where sym-

metrical and accountable communication play a significant role (Lee et al., 2022, p. 277). 

In settings of changing circumstances and technologically advanced tactics establish-

ment, IC can evolve as a strategic tool. Internal control facilitates mutual confidence, 
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suppresses moods, and allows employees to be compatible with the firm’s goal (Raj & 

Goute, 2025, pp. 3–5). 

 

Motivating Language Theory explains how communication can help in reducing stress, 

lowers resistance, and how meaning- making communication enhances workforce en-

gagement (Yue et al., 2021, pp. 173–175). This theory was first proposed by Sullivan 

(1988) and later modified by J. Mayfield & Mayfield (Yue et al., 2021, p. 173). This theory 

defines the way of verbal behaviour of management and its direct impact on employees’ 

emotions. According to this theory, there are spoken communications that leaders can 

use: guided language, meaning– making language, and empathic language (Yue et al., 

2021, p. 174). They state that positive emotive culture increases corporate affinity and 

diminish barriers to reform (Yue et al., 2021, pp. 173–175). This theory validates the im-

portance of internal communication to manage mental state at the time of contempo-

rary disruptions. 

 

2.5.2 Routes of communication 

There are different ways—formal, informal, and digital routes, through which infor-

mation flows (Rabbani et al., 2024, p. 3). 

 

 

Communication channels Description 

Formal channels Meetings, emails, official memos. 

Informal channels Face to face, gossip, social gatherings. 

Digital communication tools Emails, instant messaging, collaboration. 

 

Figure 4. Communication Channels and Practices (Rabbani et al., 2024, p. 3). 

 

Figure 4 illustrates the communication channels and practices. Integrity is maintained in 

formal communication, such as meeting, intranet, electronic mails, and official news 

sites. Innovative leaders transmit their strategic objectives and transformational ideas 
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through various official avenues, such as social platforms and emails which maximizes 

employee accountability (Men, 2014, pp. 268–270).  

 

Peer conversations, physical meetings, and workplace rumours are unofficial ways of in-

ternal communication. Barrett (2020) argues that informal exchanges display emotional 

backups with a higher value than traditional channels (Barrett, 2002, pp. 222–223). Rab-

bani et al. ( 2024) also emphasizes that casual relationships are the key in high- context 

sector like banking (Rabbani et al., 2024, pp. 2–3). Therefore, unofficial communication 

forums are a good way of communication. Virtual internal collaboration instruments, 

such as web portals, creative platforms, and instant messaging applications, help in alle-

viating tech anxieties (Raj & Goute, 2025, pp. 2–4). 

 

2.5.3 The operational role of communication 

Modern concepts consider internal communication as a tactical component. Progressive 

managers integrate with multimedia platforms, such as social networking sites and feed-

back processes, to encourage harmonious communication, which raises worker affilia-

tion with the organization (Men, 2014, pp. 268–271). Internal communication is now the 

responsibility of managers because it has a strong relation with the outcome of the busi-

ness and retention of staff (Dolphin, 2005, pp. 173–175). As a result, when employees 

see that their contributions make sense in the entire strategy, they feel more determined 

(Dolphin, 2005, pp. 174–175). This clarifies that they can see positive sides of digital 

strategy implementation rather than vulnerabilities. 
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Figure 5.Strategic Employee Communication Model (Barrett, 2002, p. 221) 

 

Figure 5 shows how a high-performing organization connects its strategic goals with in-

tegrated interaction procedures (Barrett, 2002, p. 221). The key elements are supportive 

management (leaders backing the process), well-positioned staff (people in the right 

roles), effective forums (ways for communication), ongoing assessment (continuos feed-

back). These elements create a communication cycle that connects employee and ma-

nagement. 

 

Internal communication upgrades worker allegiance by offering them a sense of recog-

nition (Sinitsyna et al., 2024, pp. 369–371). Similarly, Yue et al. (2020) also state that 

internal communication triggers interpersonal climate and the recognition of the organ-

ization (Yue et al., 2021, pp. 171–173). Moreover, communication among top-level man-

agers and staff has a substantial impact on employee devotion. Therefore, internal com-

munication acts as a powerful stimulant that protects employees’ mental feelings. When 

robust communication techniques are paired with cooperative leading skills, it induces 

mutual confidence, and this is necessary for any change in the organization (Çetin et al., 

2012, pp. 228–229). 
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2.5.4 Employee well-being and communication within the organization 

When employers establish greater requirements from their employees, they need to 

make sure that workers are successful collaborators (Boswell & Boudreau, 2001, p. 851). 

In this case, digital internal communication and internal advertising can be beneficial in 

reducing tensions and tiredness among workers (Raj & Goute, 2025, pp. 2–4). This is 

critical for fields like financial service providers, as in this sector, demands regarding 

safety and continuous revolution of digital tactics are keeping staff members under pres-

sure. 

 

Therefore, ineffective interactions affect employee contribution, and on the other hand, 

clear, two-way communication promotes excitement (Yue et al., 2021, pp. 171–174). 

Their study provides clear reasons of internal communications two perspectives. Super-

visors can analyse the mental wellness needs of their staff members by using massive 

amounts of data, statistics, and computational intelligence to offer modified psycholog-

ical counselling (Tian et al., 2025, p. 19). However, it is not so easy to fully understand 

employees’ mindset (Tkalac Verčič & Men, 2023b, p. 7). 

 

Informally conducted behaviours, such as rumours, have a considerable impact on opin-

ions, although hierarchical systems may block upward contacts (Rabbani et al., 2024, pp. 

2–3). Therefore, internet-based communication requires sensible modifications. By en-

couraging shared confidence, managers can optimize internal interactions among differ-

ent departments, which strengthens the team’s productivity (Ancona & Caldwell, 1992, 

pp. 637–639). In addition, communication methods are heavily affected by social code 

of conduct and principles (Rabbani et al., 2024, p. 3). Language is also an cultural ele-

ment that influences IC (Rabbani et al., 2024, p. 4). 

 

2.6 The Banking sector context and Bangladesh 

Digital strategy implementation process varies from one country to another and also 

from industry to industry because of having different regulatory rules, customer 
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segments, and technological preparedness (Verhoef et al., 2021, pp. 890–891). Every or-

ganization is required to embrace digital shift in response to the need for changes in 

technologies, high technological competition, and changing customer expectations (Ver-

hoef et al., 2021, p. 890). In the banking sector, digital strategy implementation is very 

critical, as this sector provides customer-oriented service, which requires more security. 

 

The country context also has an impact on the implementation of digital tactics. However, 

successful enforcement depends on both industry and country-specific issues, such as 

regulation, integration, customers, cultures, and employees’ skills. Therefore, internal 

communication is an indispensable part of regulating employees’ responses. One of the 

latest reports in Bangladesh indicates that there is an issue of immediate concern in 

terms of mental health issues like tension, burnout, depression, and anxiety among the 

bankers (Mosharrafa et al., 2024, p. 11). Technologies like AI pose a threat of job replace-

ment, which impacts workers’ mental health in a negative way (Zhao & Wu, 2025, p. 

e304). 

 

Internal communication in the banking sector in Bangladesh is even more critical in this 

case, as workloads and customer expectations are already high. Consequently. Emo-

tional stress arises, and it validates the need to assure employees’ emotions in order to 

deal with uncertainty. Different kinds of digital programs are introduced in Bangladeshi 

banks to enhance efficiency. However, unless fruitful internal interaction is established 

to lead the employees, the digital change will lead to opposition or stress rather than 

empowerment. 

 

Internal communication is highly affected by the organizational culture in Bangladesh. 

Bangladesh has high power distance and top-down communication approach practices 

in the organization where top management is the highest authority to take any decisions 

(Rabbani et al., 2024, p. 3). Thus, the communication process can restrict the open dia-

logue. This cultural dimension highlights the necessity of communication strategies, 

which will promote openness. 
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Physical fatigue and technostress are reasons that lead to burnout among the bank em-

ployees (Kutlutürk Yıkılmaz et al., 2024, p. 4). Recent studies also revealed that emotional 

drain and technology-related stress are still significant problems for bank workers, and it 

points out the relevance of effective communication (Begum et al., 2025, pp. 433–435). 

Implementation of technology and employees’ mental distress have been the focus of 

research in Bangladesh; however, how internal communication can help in the manage-

ment process of employees’ emotions has not been researched much. This paper fo-

cuses on covering this gap. 

 

 

2.7 Concluding analytical framework 

This chapter clarifies what we already learned and displays gaps with a simple figure and 

explanation. There is limited understanding of how internal communication can influ-

ence employees’ reactions in financial service sector companies, such as banks, when 

they capitalize on digital strategies. A wide range of studies ignore the philosophical fac-

ets of digitally changing circumstances in the banking sector by focusing on computa-

tional dimensions. 

 

This concluding analytical framework integrates how digital strategy brings changes in 

employees’ emotions and how IC handles these emotional responses. It proposes that 

different job responsibilities, technological proficiency, accessibility, and work pressure 

influence the emotional state of each individual, whereas IC strategies dictate how peo-

ple perceive their needs. 

 

This framework suggests that solid execution of digital strategy depends on operational 

units and established structure. It also indicates that digital strategy implementation 

constraints can be different from one department to another because of different deliv-

ery patterns and the content of the data. This study examines a bank through interviews 

to investigate how digital strategic changes create different emotional responses in 
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different departments even with the same strategic change initiatives. In this study, the 

actual experience of employees from two sections of a bank will help to understand how 

internal communication influences the psychological security of them in the situation of 

digital advances enrolment. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 6. Concluding analytical framework 

 

The above analytical framework in figure 6 governs this study and represents the rational 

sequence from the assassinations of digital strategies to the spiritual reactions of work-

ers and the critical function of IC as mediator in this process, specifically in the banking 

sector. Bank employees often face unforeseen pressures, incertitude, and updates to 

their jobs because of adopting rapid digital strategies. To handle various unsaid 

Digital strategy implementation 

 

Emotional responses of employees in digital strategy imple-

mentation 

 

Internal communication in digital strategy implementation 

 

The banking sector context 
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responses, how internal communication can act as a mechanism for a sustainable exe-

cution of digital strategy builds the main theme of this study. In the banking context, this 

paradigm comprehends the role out of digital strategy to the overall wellness of employ-

ees by considering IC not only as an emotional reaction stabilizer but also as an innova-

tive propellant. 

 

When we talk about digital strategy implementation in the financial sector, the first thing 

that comes to our mind is technology. Therefore, this study focuses on technological 

strategy implementation. Organizational arrangements, employees’ job duties, and com-

pany protocols are all profoundly altered by the rise of technology (Bharadwaj et al., 

2013, pp. 472–475; Verhoef et al., 2021, pp. 890–894). However, there are also some 

other elements related to it.  

 

We know that, in the financial sector, like banking, digital strategies are often upgraded 

rapidly. The reason behind this can be that these institutions always strive to provide 

better customer service. They also want to maintain a combative stance in the banking 

industry. Consequently, in the banking sector, proper implementation of digital strate-

gies will not only enhance the quality of financial services but also make the work easier 

than before.  

 

The digital strategy implementation process is very important because it changes or im-

proves the quality and speed of services. However, it is not an easy process for organiza-

tions, as they face different kinds of challenges, such as employees’ emotional reactions. 

By aligning information with employee’s emotions, an organization can execute a suc-

cessful digital strategy. 

 

Furthermore, employees’ reactions to digital improvements are greatly influenced by 

their mental states (Huy, 2002, pp. 33–36; Vuori & Huy, 2016, pp. 12–15). Hence, this 

study also focuses on employees’ emotions during digital strategy execution, as employ-

ees’ reactions are closely tied to the application of digital strategy. It is very normal that 
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employees will react in various ways when a new technical strategy is introduced. These 

reactions, however, have logical reasons. The reasons can be elements such as tech-

nostress, confusion, the time needed to understand the new technology, challenges to 

understanding technical instructions, work pressure, fear of making mistakes, or re-

sistance to accepting new digital tactics.  

 

On the other hand, employees can also respond positively. For example, if the new strat-

egy makes their job duties smoother than before, they may feel more encouraged. The 

top-level management and leaders can communicate changes transparently. It will cre-

ate a good relationship in the workplace. Thus, it can motivate staff members in innova-

tion. In addition, it can unlock the door of new possibilities.  

 

Emotions of frontline employees differ from one department to another during the dig-

itization process because of different job roles and different team leaders. Internal com-

munication helps in managing workers’ reactions that arise among the staff of different 

segments due to technological transitions. Mental responses can also turn into tangible 

actions like upgrading competency and digital technology usage through effective inter-

nal communication. Overall, employees’ emotional responses in digital strategy imple-

mentation are very important, and the responses of individuals can be expressed differ-

ently in different units of the same organization. 

 

We know that internal dialogue is pivotal; however, how internal communication dic-

tates thoughts and feelings is not comprehended entirely. In challenging job environ-

ments like banking, handling workers’ mental states through internal communication 

during digital shift is crucial. How leaders’ interactions, workers’ ability to adjust to digital 

transitions, and how their emotions are intricately interlinked in emerging economies is 

still not obvious. 

 

Therefore, this thesis also highlights the internal communication and how it functions as 

an employee reactions-controlling tool during digital tactic application. Internal 
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communication is a component that simplifies the management’s awareness regarding 

employees’ thoughts, and it lowers objections (Men, 2014, pp. 268–270; Yue et al., 2021, 

pp. 171–174). If the leadership communication style is proper, the workforce may feel 

more emotionally secure, and it helps to be compatible with the company’s digital goals 

(Yue et al., 2021, pp. 174–176). 

 

The smoother the emotional journey of employees, the easier the digital strategy imple-

mentation process will be. In this journey, internal communication can perform as a con-

nector to connect digital strategy and employees. In the context of digital strategy and 

the banking sector, internal communication can create a long-term effect. Effective in-

teraction during the digital shifting process is not only about providing a message. It is 

also about listening to the frontline employees’ thoughts and being together to attain 

the company’s mission and vision. Thus, employees can be emotionally involved in the 

company. 

 

If any company wants to carry out digital initiatives cooperatively, they need to concen-

trate on effective internal communication processes and their channels. A team or a de-

partment can decrease mental stress and can solve any problem easily through an open 

and two-way communication procedure. Effective internal interactions may guarantee 

employees’ fulfilment and mental wellness, and thus, they can foster successful digital 

strategy establishment. 

 

The financial sector of Bangladesh is also trying to join the race of digital transformation. 

The role of digital strategy in this sector cannot be denied; however, these changes 

sometimes put extra pressures on the workforce. Sometimes, some employees face 

emotional challenges in adjusting to these new procedures and high standards of service. 

Therefore, IC can be an element in the digital strategy execution process to address and 

handle employees’ emotional responses so that they feel more supported and under-

stood. 
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There is an insufficient amount of research on the Bangladeshi banking sector. In that 

sector, swift digitalization and bureaucratic communication processes trigger various 

emotive complexities. In the context of digital transformation, the interactions between 

internal communication methods, workers’ personal reactions, and staff collaboration 

are not explored sufficiently. 
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3. Methodology 

The previous chapter examined the existing literature on digital strategy, implementa-

tion of it, employees’ emotional responses, and internal communication. It also high-

lighted the research gap and theoretical premises. Focusing on the discovered facts from 

the previous chapter, this chapter presents the chosen methodology to explore the re-

search problem of this study. Research technique, research design and context, data col-

lection plan, and overall study procedure are described in this section. Furthermore, this 

chapter also discusses the steps for ensuring the reliability. 

 

3.1  Research technique 

A qualitative research methodology was used to investigate this research topic. Predic-

tions and assessments of observations and discussions are the fundamentals of qualita-

tive research technique (Creswell & Poth, 2018, pp. 7–8). The use of this technique for 

this research was suitable, as it assessed bank employees’ actual interactions and 

thoughts from two departments that helped to attain the research objectives. Research 

is regarded as complete when data are gathered and processed methodically with an 

identifiable objective (Saunders et al., 2009, p. 5). 

 

There are two types of qualitative research techniques- theoretical analysis and inter-

pretative analysis (Braun & Clarke, 2006, p. 78). Theoretical analysis is a deductive ap-

proach where categorizing is done on the basis of previously established ideas or struc-

tures (Braun & Clarke, 2006, p. 83). Interpretative thematic analysis is an analysis that 

follows the apparent layer of the respondents’ conversations and transfers data from 

narrative to analysis and interpretation (Braun & Clarke, 2006, pp. 83–84). This thesis 

adopted interpretative thematic analysis while still conscious of relevant theories. This 

study uses this method as it explores how internal communication manages employees’ 

emotions during digital change. The qualitative research method helps a researcher to 

interpret information in a way that is not possible through mathematical evaluation 
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(Braun & Clarke, 2006, p. 79). To fully explore the thoughts of people in digital transitions, 

the qualitative research method was chosen for this study. 

 

3.2  Research design and strategy 

The design of this study is interpretative, which interprets interview data on how em-

ployees and managers feel about the communication practices during any digital strat-

egy enforcement in the bank. The study is an abductive. It interchanged between inter-

view data and theoretical ideas to continuously analyse and develop the concluding an-

alytical framework. This study coded emotional data of interviews by reviewing the lit-

erature. Then, it went back to the data for testing and refocusing, and it is called system-

atic combining (Dubois & Gadde, 2014, pp. 1279–1281). This abductive study rotated 

data systematically from initial coding to engaging terms and then again returned to the 

interview data to interpret and uncover patterns that link IC and employees’ mental re-

actions in the digital strategy implementation process (Dubois & Gadde, 2014, pp. 1279–

1281). 

 

This study conducted a case study in one case company and several embedded cases – 

individuals working in the case company in its two departments. Three respondents 

were from department one, and the other three respondents were from department 

two in the same bank. Besides, among these six participants, two were managers from 

two departments, and the others were frontline employees of the same department. 

 

Case study is an appropriate research method because it helps to answer questions like 

‘how’ and ‘why’ while examining various factors (Yin, 2009, p. 4). The method helps in 

maintain the attributes of actual incidents (Yin, 2009, p. 4). This research method can 

handle an extensive number of supporting materials, such as files, reports, discussions, 

inspections, etc. (Yin, 2009, p. 11). It indicates that the case study is based on many ma-

terials (Yin, 2009, p. 18). This thesis chooses case study as a research method, and this is 

based on interviews and some secondary data that are interpreted within the context. 
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The interviews were conducted in a private commercial bank in Bangladesh, as these 

banks are pioneering the way in digital transformation. Therefore, such a bank would 

represent a pertinent scenario for this investigation. Employees from these banks often 

encounter both possibilities and emotional difficulties that affect their performance (Ati-

kur Rahaman et al., 2023, pp. 131–133). Therefore, a single private commercial bank in 

Bangladesh, which is going through rapid digital changes, was chosen for this study as a 

case.  

 

3.3  The case company (a private commercial bank) 

There are 58 commercial banks in Bangladesh. Among these, 43 banks are privately 

owned commercial banks. The case company chosen for this study is one of the reputed 

private commercial banks in Bangladesh, as this bank is going through rapid digital 

change.  

 

This study selected the bank ‘X’ as the case company because of three important factors. 

First of all, this bank has recently adopted some digital strategies in different depart-

ments. Thus, this case company ensures the academic relevance. Secondly, there was 

availability of multiple roles like managers and frontline employees; each of them was 

from the same team and department. Thirdly, this company provides distinct viewpoints 

regarding the thesis topic through their two major departments. As a result, this setup 

helps this study to investigate how employees’ emotions are correlated with strategic 

change and how they can be managed through internal communication. The legal name 

of the case company was kept hidden in order to uphold privacy. 

 

The selected local bank serves various financial services through its several branches and 

online also. It has several departments through which they provide different kinds of 

financial services. However, this study chose only two specific departments., Recently 

those two units have witnessed a significant digital shift in order to automate procedures 

and accelerate customer services. As a result, the job roles of employees in these units 

have changed because of the growing dependency on technology. The department 1 
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mainly handles customers’ complaints that they receive from different branches. The 

employees in this department try to find out the reason for clients’ complaints. They try 

to improve customers’ experience continuously by ensuring the quality of the financial 

services. 

 

In addition, department 2 tries to answer customer queries through inbound and out-

bound calls. The employees of this unit try to meet the queries and requests of custom-

ers regarding bank services. In order to explore how internal communication supports 

emotional reactions like fear, worries, and assurance, these two departments are very 

helpful, as they have strong connections with technology and services. 

 

3.4  Data collection 

The data collection method for this paper is a semi-structured interview conducted in a 

private commercial bank. Therefore, the interview is the main technique for data collec-

tion for this investigation. The interviews were conducted in two departments. This pro-

cess allowed the respondents from two particular departments to freely share their 

thoughts and instances. In addition, it helped to go further deeper when it was required. 

 

Qualitative interview is a method of research that is regarded as a way of personal inter-

actions, where data comes from discussions (Vaivio, 2012, pp. 187–189). This method 

helped this study in finding the workers’ actual perceptions regarding the technological 

change process from an emotional level. The most important thing is how interviews are 

interpreted. Normally, exact interpretations of interviews are not possible, as every in-

terview is structurally very sensitive (Vaivio, 2012, p. 188). 

 

This study also used some secondary data and freely available documents from the case 

company’s official website. For example, press releases, internal updates, and digital 

strategy disclosures, all provided valuable additional data. Such information regarding 

digital strategic initiatives helped to understand the specific bank’s communication de-

tails, leadership styles, and digital goals. Thus, it facilitated the evaluation of the 
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interviews. Furthermore, the integration of secondary data for this investigation en-

hanced the authenticity of the case analysis, as it aligned staff members’ personal view-

points with the case company’s formal statements. 

 

 

Data was collected through semi-structured interviews with employees from two de-

partments for this study. The study chose participants who have been working in that 

bank for more than one year and are affected by or involved in the digital strategy im-

plementation process. It focused on two groups, managers and their team members. 

Thus, this study achieved not only the managerial insights but also the team members’ 

opinions and aspects. 

 

For this thesis purpose, participants were contacted and invited for the interviews 

through emails and WhatsApp texts. Moreover, these channels were also used for 

providing the interview guidelines and questionnaire. On the basis of participants 

choices, Zoom and Microsoft Teams were used for taking the interview online. All the 

interviews were recorded and transcribed with the permission of the participants. 

 

The interview language was English. However, all the participants’ mother language is 

Bangla. Actually, all the private banks in Bangladesh use English not only as their profes-

sional language but also as their functional way of communication, as English is an inter-

national language. As a result, all the respondents considered English as an appropriate 

method to express their experiences. In addition, employees also use English when they 

interact with top management, clients living abroad, and foreign stakeholders. The case 

company’s formal language for internal communication is also English. Therefore, the 

participants enjoyed discussing their job-related topics in English. 

 

The meeting recordings were thoroughly checked to address whether there were any 

obvious mistakes like spelling mistakes. Before starting every interview, the participants 

were reminded about this thesis’s purpose. Identifiers like employees’ names and 
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designations were hidden to ensure the confidentiality. Overall, this data collection pro-

cess maintained the flexibility of this study by examining managers’ and frontline em-

ployees’ personal experiences in the context of digital strategy execution. 

 

Table 1. Interview details. 

Department 

name 

Participant’s 

name 

Positions  Meeting 

format 

Interview date  Interview du-

ration 

Department 

1 

A supervisor Microsoft 

teams 

29/10/2025 16 min 22 sec 

B Frontline em-

ployee  

Microsoft 

teams 

30/10/2025 10 min 56 sec 

C Frontline em-

ployee  

Zoom  31/10/2025 11 min 02 sec 

Department 

2 

D Manager Zoom  30/10/2025 19 min 26 sec 

E Frontline em-

ployee 

Microsoft 

teams 

29/10/2025 21 min 29 sec 

F Frontline em-

ployee 

Microsoft 

teams 

30/10/2025 11 min 58 sec 

 

 

3.5  Data analysis method 

Mainly, the data from the interviews were considered as primary data for this study. The 

data were analyzed by following several data analysis methods. To analyze psychological 

parts, this study used thematic analysis, which is a popular method for qualitative study 

even though it is not a well-defined technique (Braun & Clarke, 2006, p. 77). In addition, 

data from the interviews were also analyzed on the basis of their contents. As this study 

is based on a relatively small number of employees from a single case company, data 
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analysis was done manually. This process guaranteed direct interaction with the data and 

transparency. 

 

This data analysis strategy reflected the four main parts of the study. The components 

are digital strategy implementation, emotional responses of employees and ways to 

manage them, internal communication in digital strategy implementation, and the bank-

ing sector context. Thematic analysis is philosophically versatile, and it recognizes differ-

ent types of themes from a dataset (Braun & Clarke, 2006, pp. 77–79).  

 

There are six steps of thematic analysis, such as getting connected with the data, devel-

oping preliminary characters, mixing characters to find potential concepts, inspecting 

themes, labelling the theme, and finally drafting the report (Braun & Clarke, 2006, p. 87). 

All the stages of thematic analysis are not distinct, as they are corresponding to some 

other qualitative analysis (Braun & Clarke, 2006, p. 86). 

The interview transcript was reviewed again and again to eliminate any recording issues. 

It helped to create discrete information limits for the emotional reactions and concep-

tual theme (Braun & Clarke, 2006, pp. 83–88). By going through each recording, this 

analysis provides simple codes regarding emotions, as coding is the second phase of the-

matic analysis (Braun & Clarke, 2006, p. 88). 

 

This study stimulates codes from the academic literature, such as uncertainty during 

change, leaders’ communication, training, and transparency, to apply abductive the-

matic coding. Then, these codes were expanded and refined using accessible coding that 

emerged from the interview data. The refined codes were then categorized into themes 

that incorporated theory with empirical findings. The revised themes are turning uncer-

tainty into confidence, IC as an emotion regulator, and safeguarding factors. 

 

This abductive research reconciled theory and evidence-based logic. Themes like open 

communication and leadership comprehension are the base of the initial codes. In addi-

tion, emerging ideas were evolved from the interviews of the employees. Therefore, 
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coding used abductive logic by shifting concepts and evidence. Although the final ideas 

were determined by the interviews, the assessment was influenced by the prior theory. 

 

Table 2. Initial coding according to abductive thematic analysis coding method  

Code  Examples from data 

Shyness  1. “initially frontline employees are like feeling a bit shy” 

Confidence 1. “Some of them are actually happy most” 

2. “making my job easir” 

3. “interested” 

Reassurance 1. “our manager usually explain the update very 

clearly” 

2. “When communication is transparent and regular, it 

reduces the confusion” 

3. “Our manager is so proactive and helpful for us” 

uncertainty 1. “but I feel sometime I feel uncertain about the adapting 

to the new process.” 

2. “I didn't know how to use it or how can I get the bene-

fit” 

3. “I'm facing some challenges like that whether I use 

these new policies or process” 

 

Anxiety and nerv-

ousness 

1. Initially they feel nervous because anything new com-

ing” 

2. “they feel very nervous initially” 

3. “most of our employees are feel anxiety like they…” 

4. “yes, basically as a manager I observes both nervous-

ness and excitement” 

5. “some of them were worried” 

Encouragement   
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1. this is actually like practical terms which always 

motivating the team through empathy and encou-

ragement  

2. we all the employees are quite interested and cu-

rious to know the how it will work 

3. “We gradually overcome all the challenges.” 

Digital strategy re-

lated frustration 

1. “they are like stressful” 

2. “System problem might be happen” 

3. “faced difficulties” 

4. “sometime feel stressed and confused, especially when 

any technical glitch arise or any malfunction occurred” 

5. “so, I thought it might be take my place in my depart-

ment” 

6. “contionios change” 

Clarity & supports 1. “show them some visual presentation which help them 

to understand what is actually happening” 

2. “I try to give them relevant information, so the things” 

3. “open discussion and proper training before launching” 

4. “total team effort everyone get to know that the 

things” 

Hesitation   

1. Several reactions like is this really work or not ? 

2. Sustainable or not. 

3. They're very confused during the time. 

4. some of them are encouraging but most of them feel 

very confused 
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After assembling the emotional data, this study found some initial codes, so the third 

step was to identify possible themes according to the organized data (Braun & Clarke, 

2006, p. 89).  The emergent codes from the lists are,  

Technology-related stress: malfunctions, glitches, and login loops. 

Overload: stress from rapid digital changes, stress from learning new tools. 

Growing confidence through internal communication: comfort, interest and happiness. 

Positive affect: Satisfaction, proper training, making the job easier. 

 

The fourth step is reviewing the concepts. After reviewing the study, it suggests three 

concepts: uncertainty to confidence, internal communication as an emotion manage-

ment tool, and training and team inclusion. These adjustments are done following the-

matic analysis. Then, this study analysed the theme and produced a final draft. 

 

Revised theme 

Turning uncertainty into confidence: In the initial stage of digital strategy execution, em-

ployees felt nervous, anxious, and worried; however, when they got used to it, they felt 

comfortable. 

IC as an emotion regulator: Supportive leadership communication, relevant information, 

proactive leaders, and transparent communication helped to regulate employees’ emo-

tions. 

Safeguarding factors: Open communication, training before adopting any new tech-

based strategy, and overall team effort turned negative emotions into positive emotions. 

 

3.6 Ethical considerations, validity and reliability 

All attendees of the interview were informed before arranging the meeting online. The 

participation from two departments was voluntary, and participants were allowed to 

skip any question if they wanted. Moreover, they received a short interview guideline 

regarding the purpose of the interview and thesis. Such procedures were maintained to 

follow the corporate codes of conduct and standards of solitude that are already devel-

oped for qualitative research. Five steps, like defining the needs, using previous data, 
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developing the documentation, evaluating the data, and submitting the result as a whole, 

enhance the reliability of the study (Kallio et al., 2016, pp. 2959–2961). 

 

The interview format was ideal for this study, as it allowed openness and additional in-

quiries, and all this validates the focus on the employees’ emotional states during any 

tech-derived strategy execution process (Kallio et al., 2016, pp. 2958–2959). Internal 

communication, digital strategy, employees’ emotions, and the banking sector in Bang-

ladesh--all these contexts were integrated in this study, and readers can relate and com-

pare it with the same context to justify the trustworthiness (Nowell et al., 2017, pp. 1–

11). 

 

The emotional parts of the conversations from the interviews were transcribed and an-

alysed through thematic investigation. This method is used to study qualitative inter-

views, which fulfills the authenticity requirements (Braun & Clarke, 2006, pp. 77–101; 

Nowell et al., 2017, pp. 1–11). The personal experiences of the attendees are reliable 

when they are supported by enough proof, and in this study managers and employees 

in operations provided almost the same information regarding their emotions and IC 

even though from various angles. Overall, the process was simple and fair. Data were 

collected with due respect and reliability. 
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4. Findings and analysis 

This chapter highlights the findings resulting from the six interviews with the upper man-

agement and frontline employees--one manager and his two team members from the 

department 1 and one manager with his two team members from department 2. This 

study provides the results in three parts, including digital strategy implementation and 

what changes have occurred due to the change, internal communication and leaders’ 

support, and the emotional reactions of the team members throughout the process of 

digital strategy execution. Results come from the first two sections through content anal-

ysis and themes generated by thematic analysis for the third section. Therefore, themes 

generated by thematic analysis will be presented here in detail. To support the findings, 

this study also used some secondary data from the case company website. 

 

4.1 Digital strategy implementation 

Recently the case bank’s two departments have encountered two significant strategic 

shifts, where one department experienced the establishment of foundational tools and 

the other department launched automation.  

 

4.1.1 Manager views on digital strategy implementation 

Managers from both departments were asked in the interview what changes have come 

in their day-to-day operations due to the establishment of digital strategies. The ques-

tion was “Has any new digital strategy been introduced at your workplace in recent years 

that has changed your leadership responsibilities?” 

 

To answer this question, the manager from department 1 said, 

 

“We recently developed a visual platform. Basically, this has changed so many things. My 

leadership responsibility, along with our coworkers’ problems, and our coworkers face a 

lot of problems…………. Before that they used to get complaints through hard copies or 
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therefore, or they received the complaints from phone calls. So, this problem actually 

solved their dissatisfaction they face because that we also developed a process.” 

 

A manager from another unit said, 

 

“Numbers of digital transformations are continuously implemented in the organization, 

and our bank is not out of it. The new system has significantly reduced our pressure. So, 

the pressure is reduced.” 

 

The interview data shows that the adopted digital strategy has changed the responsibil-

ities of both the managers. The manager from department 1 said now they receive cus-

tomer complaints through a single route instead of paper or phone calls. As a result, 

some employees face struggles, and dissatisfaction arises among them. Therefore, now 

he needs to solve the issues of his co-workers and assist them. On the other hand, the 

manager from department 2 said that the new strategy has decreased their pressure; 

hence, they feel more relaxed. 

 

When any digital strategy is implemented in the case bank’s unit 1, the manager chooses 

meetings as a communication tool. They arrange several conversations and conferences 

followed by emails to ensure that every employee in the specific unit understands the 

new technique and it fits their formal OAT (operational acceptance) process. The man-

ager said, 

 

“….basically initially we we conduct through a meeting, primarily meeting. Then after 

that we issued, we issued through e-mail. ………But mainly, mainly through meetings, 

because anything we develop, we need UAT (user access test) process like user access 

test. So for that reason we need several meetings. Then, we we deliver that information“. 
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UAT a step where employees test the newly deployed technological initiative as if they 

were the customers. The important aspect was that this test is done before the final 

implementation of any new digital tools. 

 

The manager from another department also gave emphasis on emails as a communica-

tion channel during any digital changing process. The information is also communicated 

through the company’s internal portal. Additionally, they provide short quizzes with little 

incentives. Thus, it helps the employees to understand and evaluate the technological 

strategy. The manager said, 

 

“…….many strategies to make the employee to know about the digital transformational 

strategy, usually email, and then we have internal portal and there have notification for 

all employees…….. and also quiz. 

 

Both managers noted that some team members react to digital strategy as they feel dis-

comfort. However, manager 1 stated that at the primary stage employees feel confused. 

They think about whether the new process would be sustainable or not. Gradually, their 

anxiety goes away as they try to adjust themselves to the new platform. Manager 1 said,  

 

”Initially, they feel nervous because anything new coming, they face several, several re-

actions like is this really work or not?..........sustainable or not. But when they get used to 

it, they are actually, they're actually quiet...........happy to work.” 

 

Manager 2 explained most of the employees feel curious about the new process, alt-

hough a few team members feel concerned regarding the new tactic, as they face chal-

lenges. He said, 

 

“Ya, initially it’s a positive response, they feel interested, it makes their task easy. But very 

few…….are worried about the process, because they might face some difficulties.” 
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These data indicate that after a certain period of time employees’ immediate reluctance 

turns into confidence.  

 

Furthermore, both managers explained distinct communication strategies to make the 

digital tactics execution process understandable to their fellow colleagues.  

 

Manager 1 said,  

”Okay, primarily we try to, we try to give them some physical tests like they can get the 

things very well.... Besides that, we try to give them some, show them some visual 

presentations, which help them to understand what is actually happening.” 

 

Manager 2 said, 

 

”Okay, yeah, first we, me and two of my team members receive the strategy from the 

particular department and we learn about it properly, then we give training......2 or 4 

hours training and some quiz.” 

 

It indicates that although the two managers are from the same bank, they follow differ-

ent information delivery methods to their respective teams or departments. One man-

ager uses visual presentations and physical tests prior to the launch. On the other hand, 

another manager applies two or four hours of training and a quiz test. However, the main 

planning methods are established by the organization level. Therefore, it is clear that the 

information can be the same, and it is set centrally; however, the managers or team 

leaders adjust it according to their nature and the responsibilities of their departments. 

As a result, employees’ experiences can be varied. 

 

4.1.2 Employee views on digital strategy implementation 

Frontline employees were asked how they get informed about the new change. Partici-

pant B answered, 
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”Formally we get e-mail confirmation from the concerned department and after that it 

also shared in our official portal, and our managers also share it through our WhatsApp 

group officially.” 

 

Participant E from another department answered,  

 

”Usually we get it through e-mail official circular...... we received product FAQ is fre-

quently asked questions, detailed details from the digital banking division.” 

 

It indicates that both approaches are designed for providing transparent and clear up-

dates. In addition, managers’ information is closely connected with the information pro-

vided by their team members. Thus, it ensures the reliability of this study. Digital strategy 

execution brings job threats and system malfunctions; therefore, employees feel uncer-

tain. However, their fear decreases when they are well informed and they realize the 

effectiveness of the strategy. It is very fascinating that different managers emphasized 

different ways for educating their team members. Hence, it clearly indicates that the 

strategies of communication were greatly influenced by distinct departments’ opera-

tions and also by the respective leadership style. 

 

Employee B said, 

 

”Actually, when any digital strategy is implemented, we all, the employees, are quite in-

terested and curious to know the how it will work. System problem might be happen, but 

I feel sometime I feel uncertain about the adapting to the new process.” 

 

Further, he said, 

 

”Overall, it made it more easier because we can now access the information more faster, 

respond to the customer within an estimated time period. But the initial phase, it can feel 

a bit a little challenging until we get it more.” 

 

Participant E stated, 
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”Uh, though initially I thought it would, uh, make my life difficult here, but now I realize 

it is, uh, making my job easier............ So, then I feel comfortable with it. but if I say from 

the beginning it was like some stressful because I didn't know how to use it or how can I 

get the benefit or benefit from it. So, I was stressed like I thought I would make some 

mistakes to use it” 

 

From the interview data, it is clear that both wings of the case company have experi-

enced important change, as they shifted their operation from traditional to automated. 

The new tech strategy has reduced the repetitive work in department 2, although there 

are still some problems like system failure. 

 

4.2 Internal communication and leader’s support 

Internal communication and the support from leaders can be viewed from the manager 

perspective and the employee perspective. 

 

4.2.1 Manager views on internal communication and their support 

When the new digital strategies were executed, employees were informed through the 

internal communication channel. The managers said they use emails, WhatsApp, and 

meetings. In addition, the bank used their common platform where only employees can 

log in. 

 

Manager 1: “…. basically, we are communicating through emails, meetings and these are 

the things briefing with them the two-way communication so that they can get to know 

the things better.........This is actually happening from today onward. So, this is the main 

criteria and after that team meeting and zoom, WhatsApp, these are already also hap-

pening.” 

 

Manger 2:”We use 3 or 4 channels, traditional channels, you know.... internal maga-

zines.... quizzes. The new initiatives or innovations are placed in the magazines.” 
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Managers from the two departments described various scopes regarding communica-

tion methods. All the information is quite similar to each other. The case company’s com-

munication channels include emails, WhatsApp, internal official magazines, the com-

pany’s official website, quizzes, brief meetings, refresh sessions, and seminars. These 

communication channels can foster employees’ focus and attention throughout the 

strategy enforcement process. 

 

Furthermore, managers were asked what kind of reactions they observe among their 

team members in the digital strategy implementation process. 

 

Manager 1: “….they're very confused during the time....... But when when we try to 

give them the ideas, some of them are encouraging but most of them feel very confused, 

very resistance............... but it takes time. So I think they will, they will be, they will accept 

the change”. 

 

Manager 2: “there are two things, emotional issues have raised. Number one is job se-

curity and another part maybe they have some challenges to use these strategies or 

changes…” 

 

The above conversation indicates that both of the team leaders have noticed that their 

team members face some issues during digital change; however, they are hopeful that 

with time everyone will accept the process. As managers, both of them noticed not only 

nervousness but also excitement among employees. Therefore, strategy implementation 

always requires finding out individual goals, such as retaining job efficacy and protecting 

their job and reputation. 

 

Manager 1: “Yes, basically as a manager, I observe both nervousness and excitement. 

Initially the the enforcement created maybe they are like stressful, but later everyone has 

accepted.” 
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The managers were also asked, “How do you make a balance conveying technical details 

along with emotional guidance during any digital strategy execution?” 

 

Manager 1: “Okay, I primarily try to balance by explaining the technical details in a simple 

way. Some are giving them some examples. This is actually like practical terms, which 

always motivates the team through empathy and encouragement. This is, I believe, and 

this will help them understand the process clearly and 

confident during the digital strategy execution.” 

 

Manager 2:” This is a big and difficult and challenging process, because the emotional 

parts come from human insights. So, sometimes you can’t understand properly. What 

they feel. In my opinion there are a few numbers of people who are not responding 

properly because of their emotional facts......however, in our organization there are soft 

skills training sessions, internal and external.” 

 

The manager from unit 1 focused on translating technical terms to team member; it in-

dicates that the manger is very proactive. However, it can be very time-consuming and 

it also depends on his digital competency. Besides, he may face workloads. In contrast, 

manager 2 emphasized soft-skills training to improve the base of the employees, as he 

thinks that employees’ emotions are not always obvious; sometimes they remain con-

cealed. Managers were asked which type of communication tool is considered best to 

them.  

 

Manager 1: “Currently, yeah, currently everyone is convenient; everyone is convenient to 

use WhatsApp. So, we also prefer WhatsApp as an informal communication, and after 

that, e-mail or other other formal communication is also there. But the WhatsApp group 

is the main...” 

 

Manager2: ”Yes, WhatsApp, and email are regular communicating tools in our organiza-

tion.... team meeting.... we have reward giving ceremonies sometimes” 

Manager of department 1 thinks WhatsApp is the best method of internal communica-

tion. Manager of department 2 also thinks that email, WhatsApp, and regular team 

meetings are bets.  
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Managers follow some strategies to communicate with the frontline employees. For ex-

ample, in department 2, they conduct product- and process-related quizzes, and they 

have also launched a number of prizes for those who won the quizzes to inform employ-

ees about the new strategy. 

 

Manager 1:” Basically talking about strategy, I would say that I I try to give them relevant 

information...” 

 

Manager 2:” In our department...contact center, we evaluate employees response and 

performance through all channels, we do RCA (root cause analysis) ......we have mod-

ule.....through this module we can identify what are the difficulties for them” 

 

“we, we are conducting product and process related quiz on this particular digital strat-

egy project, and and they have launched a number of prizes for those who know better 

about this strategy and do good in quizzes.” 

 

Manager 1 gives importance to supplying important data, while manager 2 focuses on 

RCA and a module by which he can identify his team member’s problems. 

 

4.2.2 Employee views on internal communication and leader’s sup-

port 

The frontline employees from the two units were asked, ”How does your manager com-

municate the instructions or important guidelines regarding that strategy, and are these 

guidelines clear to you? 

 

Employee B said,” Our manager usually explains the update very clearly, and he doesn't 

just forward it or forward any instruction to us but also explains why the change is being 

made and also clears all the confusion among us, and that also really help us to under-

stand and.” 

 

Employee E:” He always guides us through the new technologies or something new 

when it comes to our job or in our department. He as a manager, he was well informed 

about it, and he know us. Uh.......So, he he knows actually how how he can teach us.” 
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Employee F: “Communication channels…...emails, short meetings, seminars or training 

sessions or daily refresher sessions” 

 

Employee C: “He discusses with us through short meetings.” 

 

Employee from the two departments also described various aspects of communication 

methods. They mentioned that their departmental supervisor were very supportive and 

different scopes of communication helped them to be informed about the new strategy. 

 

The team members from the two departments were also asked that which type of com-

munication tool is considered best to them. Team members from department 1 an-

swered, 

 

Participant B:” Okay, I think meeting is the best, and open discussion is always best other 

than any other process. e-mails are also useful for record keeping, but direct discussions 

are always better I think.” 

 

Participant C:” Emails, emails, face to face meetings are the best communication chan-

nels...” 

 

Frontline employees from department 2 answered, 

 

Employee E:” I prefer the physical, one-to-one communication or like, physical meetings. 

Apart from it, I can say, like Google meets, Google meet is a common module.” 

 

Employee F:” I think training sessions or short meetings are efficient to make us 

aware or informed during the digital strategy implementation.” 

 

From the data, we see the manager of department 1 thinks that WhatsApp is the best 

communication tool, whereas his team members thinks that meetings and open discus-

sions are best. In addition, the manager of the second department also considers that 
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WhatsApp, team meetings, email communication are the best methods. His team mem-

bers think that physical meetings and training sessions are best. The above conversations 

suggest that informal methods like WhatsApp are easy, but they can be ineffective if they 

are not supported by face-to-face meetings or participative dialogue. 

 

Table 3. Best communication tools to team leaders and team members. 

Department 

name 

Participant’s 

name 

Positions  Considered as best communication 

tool  

Department 

1 

A Supervisor WhatsApp, email, other formal com-

munication tools. 

B Frontline em-

ployee 

Meeting, open & direct discussion, 

email. 

C Frontline em-

ployee 

Face to face meetings, emails. 

Department 

2 

D Manager WhatsApp, email, team meeting, re-

ward giving ceremony.  

E Frontline em-

ployee 

Physical meeting, one-to-one commu-

nication, Google meet. 

F Frontline em-

ployee 

Training session and short meetings. 

 

  

Frontline employees were also asked how they share their opinions and thoughts re-

garding the digital strategy. They said, they share their opinions and concerns with their 

co-workers and team managers. They acknowledged their leader carefully listens to their 

problems and then provides necessary support. They also have feedback options to ex-

press their responses. 
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Employee F: ” If I face any struggles or challenges, at first I try to share with our col-

leagues or team leaders to find out the easier ways to reduce my challenges or 

reduce my problems, and they also support me. Always listens to my concerns or ideas.” 

 

Employee E: ”Well, here in our organization there are several platforms, like we can give 

our feedback in the feedback box or as well as we have our digital, some digital modules.” 

 

The next sub-section will cover employees’ emotional reactions throughout the techno-

logical strategy implementation process. 

 

4.3 Emotional reactions of the team members throughout the pro-

cess of digital strategy execution 

This section can be described from the managerial point of views and also from the em-

ployee point of views on team emotional reactions throughout the process of digital 

strategy execution. 

 

4.3.1 Manager views on team emotional reactions throughout the 

process of digital strategy execution 

Managers were asked how they can manage employees’ emotional reactions through 

internal communication in digital strategy implementation.  

 

Manager 1:” Yeah, internal communication influences employees like emotions during 

digital transportation. But therefore, I would say clear communication, interaction with 

employees can reduce the uncertainty the like they feel actually not burdened in the com-

pany.” 

 

Manager 2:” We arrange quizzes with prize, so, if they good performance they can receive 

some award based on the performance.” 
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The interview data indicates that managers believe that IC can help them in reducing 

team members’ uncertainty and burden. Because of proper communication, employees 

can perform better, and also, they can get some incentives as well. 

 

Manager 1:” ….. I shared information to my team members……... internal communication 

with my team members helps me to understand through………. I try my level best so that 

my employees in my department feel like they are including the team. They are, they are 

welcoming.” 

The case company’s organizational culture regarding communication is open; however, 

the management still feels that some employees feel shy to share their opinions. 

 

Manager 1:” In our bank like managers and frontline employees are communicating 

openly, but initially frontline employees are like feeling a bit shy....” 

 

Fostering support network and having constant presence through communication was 

seen as important by manager: 

 

Manger 1: “We always try to give them training or communicating with with with them 

continuously. Some of them are actually happy most. 

some employees are still not…“ 

 

Preparing employees through open communication in training was also seen as vital: 

He also said, “Total team effort, everyone gets to know that the things then it is actually 

starting the journey for for us actually.” 

 

The manager from department 2 provided a statement. 

 

“We have separate training institute…...so they conduct training & after this training they 

conduct feedback session. In that session employee can ask any question….” 
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4.3.2 Employee views on team emotional reactions throughout the process 

of digital strategy execution 

It was noticeable in the interviews that employees’ emotions were shifting from uncer-

tainty to confidence. Their emotional reactions started with anxiety, uneasiness, fear, 

and confusion regarding the newly deployed systems and technical tools. However, over 

time their responses were turning into confidence and comfort in certain situations. Em-

ployees statements about digital strategic tools, like fear of making mistakes, system fail-

ure, and doubt about sustainability coverage, were noticeable. Although their team lead-

ers are trying to encourage them through refresher sessions, training, and meetings. Em-

ployees said if they face any struggles, they directly go to the team leader and look for 

an explanation. Team leaders’ patience is vital in that case. 

 

Employees from the other department were asked how their team leader addresses and 

supports their emotional responses during digital tactics implementation and how the 

internal communication culture is in their particular department. 

 

Employee F:” I think emotion is closely related with contact center, because we have to 

go through more challenges or more changes in policy in the process. So, our manager 

handles our emotional responses through good communication during the digital 

changes”.  

 

She again said,” Their communication or leadership styles have great impact on us. Our 

manager appreciates us when we handle tough, tough calls or any cases, any tough cus-

tomers, when they acknowledge our reports”. 

 

Employee B: “Okay, in our department IC, it's very open and friendly. Everyone can share 

their ideas, their thought freely, and the teamwork is highly encouraged in our team and 

in our department. 
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Across the interview statements, this study finds out that when IC between top mana-

gement and frontline employees is open and participative, the staff members feel free 

to share their thoughts and concerns in the digital strategy implementation journey. The 

digital strategy adoption process also became comfortable and faster. 

 

 

Employee E:” But his guideline is clear enough to us because we are working here for so 

many years, for a long time together…………………… Well, emotional thing is really matter 

in our job role, because you already know that, know that I work in a contact center, ” 

 

Across the interviews employees demanded training before launching any strategy so 

that they can prepare themselves with digital knowledge and expertise for the newly 

applied system. They also focused on team efforts. They said they also share their prob-

lems or thoughts with their colleagues. They mentioned their fear turning into confi-

dence when the entire team supports each other throughout the rollout. 

 

By suggesting training as a safeguarding factor employee B said: 

 

“Definitely, I I would suggest if any short training session or any demonstration can be 

taken before any new system is introduced. That way everyone feels more prepared and 

confident from the starting of the implementation.” 

 

Furthermore, he mentioned,” Open discussion and proper training before launching any 

digital transformation”. 

 

Participant C:” .......any official group where everyone can connect......” 

 

So, one team member from department one suggested for any common official group 

to connect with each other, and another one suggested arranging any short training ses-

sion before introducing the new digital strategy. 
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The team members from the same department emphasize more on informal communi-

cation, open sessions, and short trainings with their leaders. 

 

Employee E: “Also the physical communication and virtual communication or digital plat-

form all are available here. So, I think it is good and sometimes our manager and the 

management persons, they get in touch with us not only like formally, they also care us 

informally.............when we are having problem outside my work.” 

 

Employee F:” I think follow-up session or open question and answer session on short 

training to improve this digital literacy in this emotional supporting digital strategy adop-

tion process.” 

 

A few numbers of staff members struggle with their emotional states regarding the 

change, and these circumstances suggest after and pre-training sessions, open IC, and 

team bonding that can help in turning employees’ negative responses into positive ones. 

 

4.4 Comparative analysis 

Overall, the findings show that both departments have gone through digital strategic 

changes that shifted the operational system from manual work to platform-led. As a re-

sult, employees in both departments face emotional challenges in different ways, as they 

have different leaders, different job roles, and separate service requirements. Conse-

quently, all these things foster different speeds of adoption and different reactions dur-

ing the digital rollout procedures. 

 

Although both departments executed different tools, team leaders and team members 

described almost the same emotional responses. Communication channels are also al-

most the same in two departments; however, a few of them are still struggling. Therefore, 

emails, WhatsApp, training, informal communication, group discussions, seminars, short 

meeting sessions, and town hall meetings are important communication tools in man-

aging employees’ emotions during digital strategy implementation. 
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The process and tools used to address employee emotions and communicate internally 

digital strategy was different. While unit two relied on WhatsApp and rapid assistance, 

department one relied on short briefings and user-friendly data to settle their emotions. 

Moreover, department 1 reported pre-launch training, while the employees of other de-

partments reported the importance of follow-ups, and these things shifted hesitation 

into confidence.  

 

In addition, quizzes to make employees aware of the new digital tools and prizes for quiz 

winners can help in reducing employees’ stress during the implementation of digital 

strategies. While specific internal communication tools were used to inform employees 

about digital strategy, employees found interactions and meetings with manager as the 

most useful way to understand the strategy and address their feelings.  
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5 Conclusion 

This is the last chapter of this thesis, and it includes the discussions of the findings, the 

deficiencies of this study, and the suggestions for future research avenues. The main 

research question of this paper is “How can internal communication play a crucial role 

in regulating employees’ emotions while embracing digital strategy?” Therefore, this 

chapter draws a conclusion on an overview of how internal communication can address 

employees’ reactions during the digital strategy implementation process in the financial 

sector. Moreover, in this section, the primary results of the findings are discussed and 

linked to the theoretical insights explaining how current study further enriches our un-

derstanding of the topic in question.  Furthermore, this section highlights the drawbacks 

of this research, and it also provides beneficial alternatives for various research possibil-

ities in the future.  

 

The different aspects of digital strategy, interpersonal skills of leaders’, and internal com-

munication’s influence on employees’ behaviour have already been researched (Bharad-

waj et al., 2013, pp. 471–482; Matt et al., 2015, pp. 339–343; Men & Yue, 2019). How 

different methods of internal communication can turn employees’ negative responses 

into positive ones, how emotions and leadership styles differ from one department to 

another, and how these emotions can be handled effectively through internal commu-

nication during digital rollouts, especially across different banking operations, are ex-

plored through this study. This study used qualitative interviews and secondary data to 

investigate the research problem with the case study research strategy. 

 

This study compares two departments of a leading local private commercial bank of 

Bangladesh. It indicates that the variety of emotional assistance, the apparent simplicity 

of different leadership communications, and the digital strategy adoption process vary 

from one department to another. However, the emotional reactions and communication 

styles are almost the same in both departments. 
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5.1 Discussion of the findings 

The results show that the role of internal communication of different departments in 

handling employees’ emotions throughout the digital strategy enforcement process is 

very important. Moreover, leadership support also has an impact on frontline employees’ 

responses. From the case company, it is seen that throughout the time of change every-

one faces some emotional issues. Therefore, the managers guided their team members 

to adjust to the new strategic tool. Basically, employees are the centre of the operations. 

As a result, employees of the case company went through an emotive excursion. Their 

emotions started with uncertainty, stress, and fear, which later turned into involvement 

during digital strategy implementation. Here lies the importance of internal communica-

tion. 

 

Banks are highly regulated financial organizations, and they need to update their services 

over time. Therefore, they continuously adopt different kinds of digital strategies at their 

operations. They need strong and effective internal communication systems so that em-

ployees become aware of the new change timely. Because of poor internal communica-

tion, employees’ mental health can be affected. This study indicates that employees’ 

emotional reactions during technological change can be handled by optimum internal 

communication. When supervisors offer relevant information and constant updates, 

their team members feel included. In contrast, when internal communication is slow or 

unclear, workers feel stressed. These finding srelate to previous observations that open 

and reciprocal interactions would lessen the emotional tiredness in the time of change 

(Kim & Lee, 2021, pp. 410–424). 

 

Furthermore, leadership communication also plays an important role in controlling emo-

tion. Working as a team member, where the leader encouraged team effort, generates 

collective identity. Additionally, when the team members work under the same de-

partment and same leader for a long time, it cultivates an intense feeling of assurance 

and loyalty during the time of strategic change. Thus, this relationship additionally can 

minimize resistance and elaborate forthright discussions. According to motivating 
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language theory, supporting language and proper guidance help to build trust and men-

tal resilience (Men & Yue, 2019, p. 268). 

 

In the conducted case study, both departments witnessed digital change, and they faced 

different issues. For example, department one was facing technical system-related issues 

and deadline pressure. On the other hand, workers of department two were confused 

about the benefits of the new strategic tools. However, both groups acknowledged that 

continuous interaction, motivating leadership, and informal meetings helped team lead-

ers to emotionally adjust to the new strategy. 

 

The case company was conducting a quiz system where they offer prizes for those who 

know the new product and process best. It was a nice approach or tool to gamify awa-

reness raising and learning new digital tools. It tests the workers’ knowledge regarding 

that new tool. The participants also mentioned about UAT (user access test) process. 

This process of allowing employees to go through the customer experience before some 

digital tools are released can also enhance employees’ knowledge regarding the digital 

change. 

 

It is clear from the findings that individuals’ anxiety and fear not only come from digital 

resources but also from worries, as they are concerned how new digital tactics would 

affect them individually as well as their potential to pursue their own objectives. The 

need to relate strategic and personal objectives to enable strategy implementation has 

been observed in the previous research  (Šilenskytė, 2020, pp. 254-259). If overall stra-

tegic goals can be converted or into precise tactical procedures that are meaningful to 

employees, it can lead to successful execution of strategic plans (Šilenskytė, 2020). 

 

Therefore, to understand individuals’ needs and goals, internal communication is very 

important, especially meetings and continuous interaction with manager as observed in 

this study. Overall, the findings confirm that internal communication is not only a means 

for information but also an important element to handle employees’ responses in the 
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time of digital strategy adjustments. It is such a mechanism that develops a psychological 

shield net among the team members. However, as it was observed, internal communi-

cation tools observed as most useful by managers may not be perceived the same way 

by employees. While managers prioritize more formal internal communication tools 

meant to inform, according to employees, internal communication, such as meetings, 

enables employees to express their thoughts and rebuild confidence during the change. 

Thus, internal communication routes must be chosen according to the needs of employ-

ees. Some employees feel comfortable with formal ways of communication systems, and 

some feel comfortable with casual communication. 

 

5.2 Limitations of the study 

Although this study provides some useful insights, it has some limitations. This study 

concentrates on a single bank by conducting an intensive qualitative investigation, which 

allows a complete understanding of the actual worker experiences. Thus, it maintains 

the focus and scalability of this research. In order to obtain relevant information on how 

employees’ thoughts can be influenced by IC throughout the journey of digital strategy 

evolution. Overall, it signifies that the outcomes are rich and easily applicable for com-

paring banking settings. However, this study examines only two departments of a bank. 

Therefore, it limits the relevance to other industries. 

 

Secondly, this study is a qualitative study. It used semi-structured interviews for collect-

ing data. As a result, the results are based on managers’ and frontline employees’ per-

sonal experiences rather than any tangible outcomes. However, the data synthesis be-

tween managers and frontline employees of two departments was interesting, and it 

enhanced the transparency, the study could have been further strengthened by a large-

scale observation, such as surveys on employee emotional reactions. 

 

Third, this study explored psychological responses of employees in a specific sector and 

cultural setting, like the banking sector in Bangladesh. This cultural and organizational 

setting might be different from other settings. Lastly, even though all the interviews were 
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conducted in English, all the participants’ mother tongue is Bangla. Consequently, in 

some places perhaps clear meanings have been lost in transcription because of minor 

grammatical mistakes. However, it was checked carefully, but language might have been 

a certain barrier to entirely express oneself. 

 

5.3 Suggestions for future research 

There are several areas to expand this study. First of all, this study compares two depart-

ments of a single private commercial bank. Therefore, future research can compare two 

or more banks to explore whether organizational sector, type and culture affect internal 

communication and emotions or not. This study is done on the banking sector. There are 

avenues to explore other sectors like technology, finance, healthcare, education, and 

manufacturing. Future research can also extend this same topic by doing continuous re-

search by following emotional dynamics. For example, future research can study the role 

of different internal communication techniques, like training, in managing employees’ 

reactions before, during, and after the adoption of digital strategies. 

 

Moreover, combining qualitative interviews with quantitative methods might strengthen 

the future study. For example, combining semi-structured interviews with surveys can 

reinforce the case. In addition, this study only focuses on the Bangladeshi banks. Hence, 

future research comparing Bangladeshi banks with Western organizational cultures or 

multinational banks can explore how cultural norms govern internal communication as 

well as emotional reactions during digital strategy implementation. How the multilingual 

communication proficiency of team leaders or managers can play a role in handling em-

ployees’ emotional journey in multinational corporations can be another avenue for fu-

ture research. 

 

Further investigation may relate internal communication and workers’ psychological bal-

ance and its impact on customer satisfaction or employees’ performance. For example, 

additional research can be on how employees’ mental stability can influence their 
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performance or their service providing competency through internal communication 

during any strategic change in the organization. 

 

Overall, internal communication is very important in managing staff members’ emo-

tional reactions during the adoption of digital strategy. When communication is clear 

and transparent between top management and frontline employees, it helps to direct 

employees’ emotions from the feeling of nervousness to sustained reliance. Actually, 

employees’ emotions and digital strategy execution are closely linked with each other. 

The findings point out how open discussions, regular feedback, and informal discussions 

alleviate the negative reactions of employees and make them prepared for accepting 

digital strategic changes.  

 

Leadership support and their ways of conducting internal communication can be also 

explored further. This study shows that a workforce becomes more flexible and agile to 

change when their managers are emotionally connected with them. Employees also be-

come more adoptable when their team leaders listen to them rather than just providing 

information. However, this finding could be further explored beyond the banking sector 

in other industries. 
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Appendices 

Appendix 1. Interview procedures and interview questions 

The purpose of the interview 

This interview is an important part of my master’s thesis research conducted at the Uni-

versity of Vaasa. The aim of my research is to explore how employees’ emotional reac-

tions can be managed through internal communication during digital strategy implemen-

tation in the financial sector. Therefore, your experience is very useful to understand 

how internal communication can make the digital revolution process more captivating 

and supportive for employees. 

 

The participation process and duration  

 

Your participation in this interview process is completely voluntary, and you can also skip 

any question if you want during the interview. You will remain anonymous during the 

interview, and any confidential data like your name and designation are not required for 

this interview. As a result, you will not be identifiable. Any identifiable information will 

not be presented in the study. In addition, your experience regarding emotions and com-

munication will be used only for this thesis purpose. The interview will be recorded, as 

this process will help me to understand and remember your answers properly. The data 

from the interviews will be accessible only to the researcher and the thesis supervisor 

and located only within the University of Vaasa repositories. The interviews will be pre-

sented in an anonymized form in the thesis, in such way that respondents cannot be 

identified.  

 

Interview questions designed for managers or supervisors 

 

1. Would you please tell me about your roles and responsibilities in short at this bank?  

2. How long have you been working in this financial organization? 
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3. Has any new digital strategy been introduced at your workplace in recent years 

that has changed your leadership responsibilities? 

Key questions 

Digital strategy application 

4. When any digital change happens in your department, how do you notify every-

one in your team regarding that transformation? 

5. What kind of reactions to such modifications do you receive from your team mem-

bers? 

6. How do you communicate with your team members to ensure that they under-

stand and embrace the overall digital strategy implemented in the bank? 

 

leadership and internal communication 

7. When a new strategy is implemented in your organization, what kind of commu-

nication style is followed to communicate with the employees regarding the 

change? 

8. When a new strategy is implemented in this bank, then what kind of internal com-

munication tools are used to communicate with the employees regarding the 

change? 

 

9. How do you make a balance between conveying technical details along with emo-

tional guidance during any digital strategy execution? 

10. Which types of internal communication methods and tools normally work best to 

ensure that staff members feel encouraged and informed about the digital strat-

egy? 

11. What kinds of employee emotions arise, and how do you address them in the 

digital strategy implementation process? 

12. Have you observed or not employees’ nervousness or resistance during significant 

digital strategy enforcement, and if yes, how have you addressed them? 

 

Employees’ emotional aspect 



86 

 

13. What are the strategies that you follow to interact with the frontline employees 

who work in your department? Do you face any challenges? If yes, then how do 

you manage or handle with that difficult situation? 

14. How does internal communication influence employees’ emotions in digital tran-

sitions? 

15. What impacts does the organizational culture in your bank have on the communi-

cation that flows from the top management to frontline employees? 

16. How can the mental stability of frontline employees be protected through internal 

communication throughout the digital strategy implementation process? 

 

Assessment and Suggestions  

17. How can the efficiency of internal communication at your bank be developed to 

better handle employees’ emotions during upcoming digital strategy implemen-

tation?  

18. Is there any other issue or topic that you would like to share in relation to this 

topic that I did not enquire or mention? 

 

Interview questions designed for frontline employees 

1. Could you please tell me about your job roles and responsibilities in short at this 

department? 

2. How long have you been working in this private commercial bank and in this de-

partment? In addition, would you please share what kind of digital initiatives or 

strategies have you experienced in your work in recent years?  

3. How do you normally get informed about these digital strategies? 

 

Key questions 

Experience in digital strategy implementation 

4. When you are initially informed about the digital changes, how do you feel regard-

ing that? 
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5. Have these digital changes made your work more challenging or easier than before? 

6. Did you face any emotional challenges? For example, any technological stress, any 

confusion, or any fear of making mistakes throughout the digital strategy imple-

mentation process? 

 

Internal communication and support 

7. When any digital tactic is applied, how does your manager communicate the in-

structions or important guidelines regarding that strategy? Are those guidelines al-

ways clear to you? 

8. Which kind of communication channels are used to communicate the strategy? 

9. Which kind of communication channels do you consider the most efficient to make 

you aware and informed in digital strategy implementation? 

10. How do you share your opinions, and how do you share your struggles associated 

with the digital strategic tools? 

Emotional aspect 

11. How does your manager address and support your emotional reactions to these 

digital changes? 

12. How do their communication styles influence your anxiety patterns and also inspire 

you? 

13. How would you describe the internal communication culture in your department? 

14. In your opinion, what is the role of internal communication in improving your con-

fidence and mental wellness at work during technological strategy execution? 

 

Suggestions 

 

15. Would you like to share any ideas or suggestions how to further develop the inter-

nal communication to provide great emotional support in the digital strategy adop-

tion process? 

16. Is there anything else that you want to add about your interactions and your emo-

tional experience in your department while experiencing any digital change? 


