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ABSTRACT 

This study explores the role of digital communication tools in promoting inclusivity and diversity within the 

workplace, specifically focusing on Qalby App, a company providing Islamic educational content. Through 

qualitative interviews with employees across various departments, the research identifies the types of digital 

tools used, such as Google Meet, WhatsApp, and Basecamp, and evaluates their effectiveness in enhancing 

communication, fostering inclusivity, and overcoming challenges related to hierarchy, personality differences, 

and age gaps. The findings reveal that while digital tools improve accessibility, streamline communication, and 

enable global collaboration, challenges still exist. These challenges must be addressed to maximise the potential 

of digital communication tools in promoting diversity and inclusivity. The study concludes by offering strategies 

for enhancing the use of digital tools to foster a more inclusive work environment. 

Keywords: Digital communication, workplace inclusivity, diversity, collaboration, communication tools, Qalby 

App, global collaboration, hierarchical challenges, organisational communication. 

INTRODUCTION 

Digital communication tools play a crucial role in enhancing diversity and inclusivity in organisations. They 

facilitate collaboration, connect employees, and improve efficiency, ensuring everyone can participate fully. 

Shore and Chung (2022) emphasise that a diverse workplace fosters a culture that values all employees, allowing 

them to thrive without prejudice. This paper explores the effectiveness, challenges, and impacts of these tools 

on workplace inclusivity. 

These tools include email, collaborative platforms, instant messaging apps (e.g., WhatsApp), video conferencing 

(e.g., Microsoft Teams), and social media (e.g., Facebook). They enable real-time communication and flexible 

interaction modes, essential for modern workforces (Jain et al., 2021). Organisations use them for internal and 

external communication, promoting inclusivity and diversity. 

OVERVIEW OF THE ORGANISATION AND INTERVIEWEES 

This section outlines the organisation’s vision, products, services, and background information about the 

interviewees, including their roles and experiences. 

The Background of The Organisation 

 

Diagram 1: Qalby App Organisational Chart 
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Qalby App, operated by Eternal Rewards Sdn. Bhd., is a mobile application offering trusted Islamic educational 

content. "Qalby," meaning "My Heart" in Arabic, serves as a comprehensive platform for accessing Islamic 

materials without the clutter of multiple apps. Its vision is to spread da’wah and promote the Qur’an and Sunnah 

globally. The tagline "Ignite Your Heart with The Light of Iman" reflects its goal of nurturing faith through key 

features such as Qur’an tagging, E-journaling, gratitude journaling, ‘Ilm finders, community outreach, and 

essential Islamic tools like Qibla direction and Prayer Times. 

The Background of The Interviewees: 

I. Interviewee 1: A female Administrative Executive with 5 years at Qalby, responsible for managing 

employee calendars, supervising operations, and maintaining confidentiality. Contact: admin@qalby.io. 

II. Interviewee 2: A female Content and Marketing Executive with 2 years at Qalby, overseeing content 

strategies and engagement on social media. Contact: aisyahhani.rv@gmail.com. 

III. Interviewee 3: A male Graphic Designer with 2 years at Qalby, tasked with creating visual materials for 

projects. Contact: ruzaini.alyousefi@gmail.com. 

RESEARCH METHODOLOGY 

This study utilised a qualitative approach to explore digital communication’s role in enhancing workplace 

inclusivity and diversity. Data was collected through interviews with three employees from different departments, 

chosen via purposive sampling for varied insights. The interviews, conducted using WhatsApp's voice note 

feature, comprised 15 structured questions across five categories. Transcriptions were done using tools like 

‘notta.ai’ and ‘otter.ai’ to ensure accuracy. The data was organised for thematic analysis, aiming for robustness 

in the qualitative findings. 

RESEARCH FINDINGS 

This section presents findings on how digital communication tools at Qalby App enhance inclusivity and 

diversity. The interviews highlighted communication tools' types, effectiveness, challenges, and their impacts 

on workplace diversity. 

Types of Communication Tools Used: The tools at Qalby are categorised as internal, external, and hybrid 

communication tools, essential for daily operations and collaboration. 

Internal Communication Tools: Google Meet and Zoom are primarily used for meetings and training, bridging 

the gap between remote and on-site employees (Burchardt & Maisch, 2019). 

1. Excerpt 1: “...we are using Google Meet and Zoom. I think these are the two most used platforms right 

now” (IV1). 

2. Excerpt 2: “WhatsApp is our major communication tool for management and executive communication” 

(IV2). 

3. Excerpt 3: “Basecamp is efficient for uploading and tracking design tasks” (IV3). 

Google Docs and Forms facilitate real-time collaboration and feedback (Shore & Chung, 2022). 

External Communication Tools: Social media platforms like Instagram and Facebook engage clients and users, 

crucial for marketing and public image (Ganesh, 2024). 

1. Excerpt 4: “We use Instagram, Facebook, and TikTok for audience interaction” (IV1). 

2. Excerpt 5: “For marketing, we use platforms like Instagram and YouTube” (IV2). 

3. Excerpt 6: “Emails are used for formal communications” (IV3). 
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Effectiveness of The Digital Communication Tools: These tools enhance communication efficiency and foster 

inclusivity. 

Impact on Communication Efficiency: They streamline workflows and facilitate quick information sharing. 

Google Meet and Zoom support virtual meetings, ensuring participation regardless of location (Burchardt & 

Maisch, 2019). 

1. Excerpt 7: “We use Google Meet for brainstorming and strategising” (IV1). 

2. Excerpt 8: “WhatsApp allows for quick updates and direct communication” (IV2). 

3. Excerpt 9: “Basecamp helps organise and track project progress” (IV3). 

Role in Fostering an Inclusive Environment: These tools promote open communication, allowing all 

employees to participate in discussions. 

1. Excerpt 10: “Google Meet and Zoom help include everyone in meetings” (IV1). 

2. Excerpt 11: “WhatsApp fosters connectivity among team members” (IV2). 

3. Excerpt 12: “Google Forms allows us to gather feedback and opinions” (IV3). 

This inclusivity creates a supportive community where employees feel valued and empowered. 

Challenges in Integrating Diversity into Digital Tools 

This section discusses the difficulties employees face when integrating diversity into digital communication at 

Qalby. Employee backgrounds significantly influence communication and workplace dynamics. As noted by 

Smith and Fredricks-Lowman (2019), factors like discussion, socialisation, and organisational culture affect 

motivation. This study examines the experiences of Qalby employees in navigating digital tools amid diverse 

backgrounds. 

Differences in Individual Personality 

One challenge identified by interviewees is the variation in personalities among employees. Although there is 

little diversity in religion or race, personality differences impact communication effectiveness. 

1. Excerpt 13: “Everyone has their own way of working. When someone has a different style, it can create 

difficulties in task execution.” (IV1) 

2. Excerpt 14: “We’ve informed a colleague about a subject, but another person was unaware.” (IV2) 

3. Excerpt 15: “Getting to know someone is essential. Some are sensitive, so I have to be careful with my 

words.” (IV3) 

These excerpts illustrate that personality differences can hinder communication and collaboration. IV1 mentions 

difficulties working with someone who has a different task completion style. IV2 highlights lapses in 

communication, while IV3 emphasises the need to adapt communication based on individual sensitivities. 

Additionally, gender dynamics may influence these experiences. IV1 and IV2 are female, while IV3 is male. 

Research indicates that females often display more emotional sensitivity than males (D’Amico & Geraci, 2022). 

The variation in personalities contributes to workplace culture and communication challenges, despite the 

benefits of digital tools. Addressing these differences is crucial for fostering bonding and inclusivity among 

employees, as emphasised by Patrício and Franco (2022). 

Organisational Hierarchy and Age Gaps in Communication 

The organisational hierarchy can also present challenges in digital communication. While hierarchy is necessary 
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for responsibility and decision-making (Burchardt & Maisch, 2019), it can hinder effective communication. 

1. Excerpt 16: “I convene meetings with those involved in issues to address problems. Hierarchical 

differences can complicate decision-making.” (IV1) 

2. Excerpt 17: “Remote employees sometimes don’t receive messages on time, even with WhatsApp as 

our primary tool.” (IV2) 

3. Excerpt 18: “The age gap creates barriers when interacting with older higher-ups.” (IV3) 

Despite the advantages of digital tools, hierarchical and age differences challenge communication efficiency. 

IV1 notes that hierarchy complicates decision-making, while IV2 mentions delays in message delivery to remote 

workers. IV3 highlights difficulties in engaging with older supervisors. 

These examples show how diversity in hierarchy and age can hinder inclusive communication at Qalby. 

Misunderstandings may arise from generational differences in communication styles (Mehra & Nickerson, 2019), 

impacting job satisfaction and overall workplace dynamics. 

Impact of Digital Communication on Diversity and Inclusion 

The interviews reveal that digital communication significantly enhances diversity and inclusion. Digital tools 

improve accessibility, foster community, and facilitate global collaboration. 

Enhance Accessibility 

Enhanced accessibility is a key benefit of digital communication tools in promoting diversity. 

1. Excerpt 19: “We primarily use Google and WhatsApp, which provide excellent accessibility.” (IV1) 

2. Excerpt 20: “Instant messaging and real-time updates ensure everyone is informed and can participate.” 

(IV2) 

3. Excerpt 21: “Basecamp allows access to work-related information and tracks progress.” (IV3) 

IV1 emphasises the efficiency of Google and WhatsApp, facilitating seamless communication. IV2 highlights 

how instant messaging fosters active participation, while IV3 appreciates Basecamp’s transparency in tracking 

tasks. These tools ensure everyone can access necessary information and communicate effectively (Zamiri & 

Esmaeili, 2024). 

Community Building 

Digital communication tools are essential for fostering a sense of community. 

1. Excerpt 22: “Easy-to-use features help us communicate often, strengthening team bonds.” (IV1) 

2. Excerpt 23: “WhatsApp enables open communication, fostering a sense of community.” (IV2) 

3. Excerpt 24: “Formal and informal groups help balance work and social interactions.” (IV2) 

4. Excerpt 25: “I’m in a group where we discuss personal topics, not just work.” (IV3) 

IV1 notes that frequent communication promotes unity and collaboration. IV2 mentions that WhatsApp creates 

a sense of belonging, while IV2 emphasises the importance of informal interactions in building relationships. 

These tools help create a supportive community where employees feel valued (Bonifacio, 2024). 

Global Collaboration 

Digital tools significantly enhance global collaboration. 

1. Excerpt 26: “Group features keep team members updated on shared timelines.” (IV1) 
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2. Excerpt 27: “WhatsApp, Zoom, and Google Meet facilitate communication regardless of location.” (IV2) 

3. Excerpt 28: “We engage in global collaboration through digital platforms.” (IV3) 

4. Excerpt 29: “You can access information anytime, as long as you have internet.” (IV3) 

IV1 highlights the importance of group features in coordinating global teams. IV2 discusses how digital tools 

eliminate geographical barriers, supporting remote and hybrid work. IV3 confirms that digital platforms foster 

collaboration, making work environments more diverse (Baptista, 2022). Access to information anytime 

enhances teamwork, regardless of location and schedule, ensuring all team members can contribute equally 

(Ganesh, 2024). 

Strategies to Enhance Digital Communication and Diversity 

Enhancing digital communication and fostering diversity require strategic approaches. Effective communication 

promotes inclusivity, ensuring all employees can participate and contribute to organisational goals. 

The first strategy is to provide comprehensive training on digital tools, such as Microsoft Teams and Zoom, to 

improve employees' confidence and competence (Shore & Chung, 2022). Regular training sessions, along with 

resources like manuals and video tutorials, can help employees troubleshoot and maximise tool usage (Jain et 

al., 2021). 

The second strategy involves establishing clear communication protocols. Implementing standardised platforms 

for specific tasks can enhance understanding and productivity (Satiman et al., 2023). Setting response timelines 

can minimise delays, particularly for remote workers, leading to a more organised work environment. 

The third strategy is to choose appropriate communication tools based on workforce needs. Tools like Microsoft 

Teams and Zoom facilitate real-time engagement and support diverse communication methods, including 

messaging and video conferencing (Bits, 2024). Accessibility features, such as real-time translation, help 

mitigate language differences, while asynchronous tools like email accommodate various schedules. 

CONCLUSION 

This study highlights the significant role of digital communication tools in fostering inclusivity and diversity. 

Tools such as Google Meet, Zoom, and WhatsApp enhance communication efficiency and collaboration across 

geographical barriers. 

Training ensures all employees can engage effectively, while clear communication protocols streamline 

processes, reducing misunderstandings. However, challenges related to personality differences, organisational 

hierarchy, and age gaps persist. Addressing these challenges is essential for fostering an open culture. 

The impact of digital communication on promoting diversity is evident in enhanced accessibility, community 

building, and global collaboration within Qalby App. These tools allow employees from diverse backgrounds to 

connect and contribute meaningfully. 

In summary, the strategic use of digital communication tools, along with training and clear protocols, 

significantly enhances inclusivity at Qalby App. Future research should focus on exploring additional strategies 

to address remaining challenges and further improve digital communication's effectiveness in promoting 

diversity. 

REFERENCES 

1. Afridah & Lubis, M. (2024). The role of communication and employee engagement in promoting inclusion 

in the workplace: A case study in the creative industry. Feedback International Journal of Communication, 

1(1), 1-15. https://doi.org/10.62569/fijc.v1i1.8 

2. Amazic. (2024). Remote team mastery: Tools and strategies for effective communication. 

https://amazic.com/remote-team-mastery-tools-and-strategies-for-effective-communication/ 

3. Baptista, N. (2022). The management of cross-cultural virtual teams. European Journal of Human 

https://rsisinternational.org/journals/ijriss/
https://rsisinternational.org/journals/ijriss/
http://www.rsisinternational.org/
https://doi.org/10.62569/fijc.v1i1.8
https://amazic.com/remote-team-mastery-tools-and-strategies-for-effective-communication/


INTERNATIONAL JOURNAL OF RESEARCH AND INNOVATION IN SOCIAL SCIENCE (IJRISS) 

ISSN No. 2454-6186 | DOI: 10.47772/IJRISS |Volume VIII Issue X October 2024 

Page 1213 
www.rsisinternational.org 

 

 

 
 

Resource Management Studies, 6(1), 159-173. https://doi.org/10.46827/ejhrms.v6i1.1364 

4. Bits, N. (2024). Remote teams collaborate: Maximizing communication efficiency. Medium. 

https://medium.com/@nile.bits/remote-teams-collaborate-maximizing-communication-efficiency- 

b7fbbbb75eec 

5. Bonifacio, R. (2024). Informal communication: The powerhouse in workplaces. Shiftbase. 

https://www.shiftbase.com/glossary/informal-communication 

6. Burbridge, D. (2023). Digital accessibility: What it means and why it is important in scholarly publishing. 

Editage Insights. https://www.editage.com/insights/digital-accessibility-what-it-means-and-why-it-is- 

important-in-scholarly-publishing 

7. Burchardt, C., & Maisch, B. (2019). Digitalization needs a cultural change – examples of applying Agility 

and Open Innovation to drive the digital transformation. Procedia CIRP, 84, 112–117. 

https://doi.org/10.1016/j.procir.2019.05.009 

8. Claned. (2024). Global collaboration: Overcoming geographic and cultural barriers in learning teams. 

https://claned.com/global-collaboration/ 

9. Cohen, M. A., & Roper, K. O. (2020). Managing Workplace Diversity: Issues and Challenges. Journal of 

Facilities Management, 18(2), 122-136. https://doi.org/10.1108/JFM-05-2019-0029 

10. Dawson, J., & Schultz, M. (2019). Communication in the Modern Workplace: Building Inclusive Work 

Environments. Business Communication Quarterly, 82(4), 512-527. 

https://doi.org/10.1177/1080569919883031 D’Amico, A., & Geraci, A. (2022). Sex differences in 

emotional and meta-emotional intelligence in pre-adolescents and adolescents. Acta Psychologica, 227, 

103594. https://doi.org/10.1016/j.actpsy.2022.103594 

11. Ganesh, K. (2024). Inclusion examples in the workplace: Inspirations and tips to create an inclusive culture. 

Culture Monkey. https://www.culturemonkey.io/employee-engagement/inclusion-examples/ 

12. Jain, A. K., Sahoo, S. R., & Kaubiyal, J. (2021). Online social networks security and privacy: 

Comprehensive  review  and  analysis.  Complex  &  Intelligent  Systems,  7,  2157-2177. 

https://doi.org/10.1007/s40747-021-00409-7 

13. Kaufmann, K. (2024). Team building activities. https://kariekaufmann.com/team-building-activities/ 

14. Kordova, S., & Hirschprung, R. S. (2023). Effectiveness of the forced usage of alternative digital platforms 

during    the    COVID-19    pandemic    in    project    communication    management.    Heliyon,    9(11). 

https://doi.org/10.1016/j.heliyon. 2023.e21812 

15. Kotzebue, J. R. (2020). Linking sustainable transport and community development: Transportation 2.0 in 

the small island of Tobago. International Conference on Emerging Trends in Engineering & Technology, 

274-286. https://doi.org/10.47412/AABL1209 

16. Mehra, P., & Nickerson, C. (2019). Organisational communication and job satisfaction: what role do 

generational differences play? International Journal of Organisational Analysis, 27(3), 524–547. 

https://doi.org/10.1108/ijoa-12-2017-1297 

17. Satiman, N. L. H., Zulkifli, N. N., & Usman, N. A. (2023). Utilizing online quiz assessment tool to provide 

timely, guided feedback during COVID-19 pandemic. Journal of Advanced Research in Applied Sciences 

and Engineering Technology, 35(1), 88–96. https://doi.org/10.37934/araset.34.3.8896 

18. Shore, L. M., & Chung, B. G. (2022). Inclusive leadership: How leaders sustain or discourage work group 

inclusion. Group & Organisation Management, 47(4), 723-754. 

https://doi.org/10.1177/1059601121999580 

19. Smith, N., & Fredricks-Lowman, I. (2019). Conflict in the workplace: a 10-year review of toxic leadership 

in higher education. International Journal of Leadership in Education, 23(5), 538–551. 

https://doi.org/10.1080/13603124.2019.1591512 

20. Tarofder, A. K., Haque, A., Nawaz, N., Raisal, I., Musah, A. A., & Kassim, A. A. M. D. (2023). 

Determinants of instant messenger (IM) adoption and its effect on team performance: Mediating role of 

knowledge creation and quality communication. PLoS ONE, 18(11). 

https://doi.org/10.1371/journal.pone.0289168 

21. Yang, L., Holtz, D., Jaffe, S., Suri, S., Sinha, S., Weston, J., Joyce, C., Shah, N., Sherman, K., Hecht, B., 

& Teevan, J. (2022). The effects of remote work on collaboration among information workers. Nature 

Human Behaviour, 6, 43-54. https://doi.org/10.1038/s41562-021-01196-4 

22. Zamiri, M., & Esmaeili, A. (2024). Methods and technologies for supporting knowledge sharing within 

learning communities: A systematic literature review. Administrative Sciences, 14(1). 

https://doi.org/10.3390/admsci14010017 

https://rsisinternational.org/journals/ijriss/
https://rsisinternational.org/journals/ijriss/
http://www.rsisinternational.org/
https://doi.org/10.46827/ejhrms.v6i1.1364
https://medium.com/%40nile.bits/remote-teams-collaborate-maximizing-communication-efficiency-b7fbbbb75eec
https://medium.com/%40nile.bits/remote-teams-collaborate-maximizing-communication-efficiency-b7fbbbb75eec
https://www.shiftbase.com/glossary/informal-communication
https://www.editage.com/insights/digital-accessibility-what-it-means-and-why-it-is-important-in-scholarly-publishing
https://www.editage.com/insights/digital-accessibility-what-it-means-and-why-it-is-important-in-scholarly-publishing
https://doi.org/10.1016/j.procir.2019.05.009
https://claned.com/global-collaboration/
https://doi.org/10.1108/JFM-05-2019-0029
https://doi.org/10.1177/1080569919883031
https://doi.org/10.1016/j.actpsy.2022.103594
https://www.culturemonkey.io/employee-engagement/inclusion-examples/
https://doi.org/10.1007/s40747-021-00409-7
https://kariekaufmann.com/team-building-activities/
https://doi.org/10.1016/j.heliyon.2023.e21812
https://doi.org/10.47412/AABL1209
https://doi.org/10.1108/ijoa-12-2017-1297
https://doi.org/10.37934/araset.34.3.8896
https://doi.org/10.1177/1059601121999580
https://doi.org/10.1080/13603124.2019.1591512
https://doi.org/10.1371/journal.pone.0289168
https://doi.org/10.1038/s41562-021-01196-4
https://doi.org/10.3390/admsci14010017

	ABSTRACT
	INTRODUCTION
	OVERVIEW OF THE ORGANISATION AND INTERVIEWEES
	The Background of The Organisation
	The Background of The Interviewees:

	RESEARCH METHODOLOGY
	RESEARCH FINDINGS
	Challenges in Integrating Diversity into Digital Tools
	Differences in Individual Personality
	Organisational Hierarchy and Age Gaps in Communication
	Impact of Digital Communication on Diversity and Inclusion
	Enhance Accessibility
	Community Building
	Global Collaboration
	Strategies to Enhance Digital Communication and Diversity

	CONCLUSION
	REFERENCES

