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1. Introduction

The purpose of this report is to present  an analysis of a personal life experience regarding the communication in the workplace between the employer (ROKA) and the I. 
The main focus of this analysis is to demonstrate how good are the communications skills of the employers at the workplace are or how bad are they and how they could be improved. 
The aim is to prove why and how good their communication skills are and how can they be improved. Using research and analytical thinking.


2. Communication and Listening:

What is communication?
Definition: 
Maund (2017) describes communication as the way of how people  interact with each other using verbal and non verbal messages.

Communication is divided in two types: verbal communication and nonverbal  communication.
2.0. Verbal Communication :
Verbal  Communication is the most ordinary way of individuals interacting with others and it can be done between two people or within a group.
Verbal communication uses words to encode, decode and send messages .
2.1. Nonverbal communication is everything else which doesn't use words for interacting with others, such as gestures, body language ,posture, eye position even mimics.

2.2. Listening:
Listening is of few different types as Maund (2017) describes it as it follows:
Type of listening:
Informal Listening, is the time of listening which focuses on receiving information on the context of a discussion.
Critical Listening is the type of listening which its main purpose is to evaluate the information and asses the type of information.
Empathetic Listening, the listener listens to the speaker and doesn't give any feedback or any judgmental comments.
Passive listening  the listener received the message and doesn't  search for any verification nor give feedback.
Active Listening, the listener makes sense out the messages asks questions and sends feedback .  

2.3.Components of effective communication :
Communication skills involves such as assertiveness active listening as well as facial expressions, body gestures, pitch and speed of speech make others make sense of the message you are conveying for understanding to them but not only. It can only leave gaps through this and reveal details about your personality Morgan (2017) Maund (2017) . 
However there can be misunderstanding due to noise interfering with the message we or the other individual is trying to send.


Noises can be of four type:
-Semantic noise which is related to other forms of speech.
-Physical noise which is a material noise (eg. sound of a horn, car, animal sounds )
-Rhetorical 
-Pragmatic is the way the message is converted and might not be fully understood. which contributes to the meaning of it. 

I have also attached a model of communication called Shannon and Weaver. 
Which shows how communication is done and how it can be affected by noise.
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Scenario examples of good or bad communication at work in ROKA company.

3.0.Communication between my manager/recruiter and I.
On the first day of my employment with company  ROKA, my manager who is also my recruiter had a very bad communication regarding my weekly working hours and my payments for the extra hours worked.
My contract states 48 hours on a weekly basis but my managers told me that I would have to work extra hours/shifts if the job is not done. But she didn't  state anything regarding my pay for the additional hours. 
Her  body language suggested me insecurity as she didn't make eye contact for the whole conversation and she kept rubbing her hands, constantly having a change in her voice tone from low to high pitch and while speaking very fast to very slow like she was thinking.
In Morgan (2017) and Dr Mark Frank who is a researcher of interpersonal communications both suggests that eye contact and body posturing in this case continuous hands rubbing could be left to be interpreted and might be a  cue for non truthful affirmations regarding my legal entitlement as well as stress for not disclosing specific information .
Her voice was slow nearly whispering as trying to hide information and to deliver a wrong message [ONLINE] Available from (Accessed:25  August  2018);http//www.social-engineer.org/general-blog/the-truth-about-eye-contact-and-detecting-deception/ , Morgan (2017)

3.1. Induction day.

On the induction day I think is the day when most of the staff get to meet their manager and is very important how the manager presents to them dress code body language and his verbal communication should be outstanding as on this is pretty much judged the reputation of the company . 
On the induction day the manager of the whole restaurnt chain came to welcome us into the company and to see if we have any questions for him.
He came at 9:45am sharp . 
he was dressed very smart wearing a white shirt and black coat and trousers wearing nice polished shoes.
He walked with a straight posture and confident and he greeted us. 
He sat at the table and spoke to us about the company  in a clear calm voice and loud enough for everyone in the hall to hear him. My manager had gentle ample gestures when was speaking about the vision of the company and the expansion plans constantly making eye contact to us and smiling time to time and throwing in a joke or two. 
He finished his speech answering to all our questions without even thinking too much, he gave us the confidence that this company is where we want to be and work. 

Morgan (2017) believes that  the formal dress code having a confident speech are cues for  very good communication skills. 
Managing to speak in front of a crowd with calm but loud enough for everyone to hear with hand gestures and good speed for understanding  are called para-linguistic cues for a better communication Morgan (2017).
This is a good example of good communication skills.

3.2. Nonverbal communication between  my manager and
 the pastry team meeting.
On a briefing before service our manager wanted to take part in conducting it.
She was late for her speech, she wanted to talk to us how to maximize the profits and minimize the costs and about our grooming.
She presented herself  dressed not very decent and breathless.
She sat down looked very stressed and she didn't make eye contact with any of us while she was busy replying to text messages and her speech was not catching our attention or being straight to the point, on top of that there was a lot of disturbance from some workers bringing delivery in. 

In Morgan (2017) is suggested that coming to an interview not being prepared without notes and without having a structured planned speech can mean not a very good communication skill.
not being able to convey a message for us .
As is said in Time management: Test of a process model Therese Hoff Macan Journal of applied psychology 79 (3), 381, 1994 , She didn't have a good time management, coming late and not being prepared to give a speech, could leave the audience thinking and interpreting her behavior as not being appropriate.
But on a personal note I believe if you would like to make a speech and discuss about business profits and briefly about staff grooming .
You should come with an outstanding look having notes prepared and try to catch out attention with examples, make eye contact  to the audience instead of replying to text messages. The tone  of the voice should be appropriate for a meeting should be loud, clear and with no tremble . 

3.3. Manager discussion with Head Chef.
 
Manager comes into the swearing and throwing nervously some papers in the bin, going to the Head Chef with a frowning face and demanding and explanation for a missing dish at a vip table.
She kept shouting and swearing in front of all the other staff with her arms crossed asking in a not very friendly manner why is a dish missing. 
She managed to place the head chef in a submissive position not making eyes contact being visibly affected by her attitude and tone of voice as well as using swearing words.
In Morgan's opinion her voice pitch suggested her anger and showed her authority not only to the person was directed to but everyone else in the kitchen making them uncomfortable and not being able to focus on their tasks. She spoke very fast in a shouting manner , therefore the listener could not make a lot of sense of her message. 
Her crossed arms could suggest defensive attitude even aggressive  Morgan (2017).
I believe she should have had a more calm approach towards the situation and not make a big scene in front of all the other staff by showing her authority using malicious language .
A better approach for improving her communication skills would be to finish the service and have a meeting with the heads of the department away from the eyes of public in this case the lower rank staff and have a conversation trying to understand and discuss the possible cause of the fault . 



3. Conclusion

At the end of this report on the definitions and the analyse of those up listed example of communication in the workplace with the manager, I conclude following.
After a research on communication skills I reached the conclusion that when a person in a higher position is trying to give a speech or having a managerial or leadership position you want to inspire people and give them confidence and show them an example to follow. Having a professional dress code walking in a straight posture a firm hand shake and making eyes contact reveal much about the others personality.
Speech should be calm and concise giving examples and bringing arguments regarding their affirmations.
I believe my manager should make more eye contact to the staff and have more direct conversations.
Her face expression  would reveal a lot about her mood, actually giving an opinion without even speaking.
She should improve the quality of her speech and the intonation, pitch and the volume of her speech and to avoid any other distracting activity and make her look unprofessional. 
Messages can be transmitted but they can reach distorted to the receiver due to technical problems if there is used digital channel or there is any noise coming through not being able to decode and understand the message as I presented the model of Shannon and Weaver model part .
Based on this report I conclude that communication in the workplace with the manager can be improved if there is understanding from both sides and clear active listening from the speaker and the listener taking turns on discussion trying to understand the message was transmitted. 
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