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Produce a portfolio of evidence, including any in-class activities you have done, which demonstrates an understanding of the communication skills discussed in class. Briefly analyze communication in your own or your friend’s workplace and, using your findings from published literature (i.e. refer to theory), suggest how it could be improved. Your work can be in the form of an essay or a report. Including scans of any in-class activities, own research notes and the feedback you received from the lecturer (in the form of an appendix at the end of your document) will contribute to the mark. 
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Introduction
This report aims to develop a better understanding of communication skills and identify the communication aspects in a work environment. Poor communication skills are the main reason for misunderstandings in many aspects of people’s life, but mainly in the workplace. Tailoring messages in a clear manner allows individuals to become comprehensive and build an effective communication. This report will analyze encoding and decoding messages, verbal and non-verbal communication, active listening and assertiveness in the workplace. I will briefly analyze communication at my workplace which is a Hair Salon and suggest how it can be improved.
Encoding and Decoding Messages
The process of communication requires at least one sender, one receiver and a message transmitted through a channel. The source of information encodes the message in the form of words, gestures, pictures and sends it through a chosen channel which can be written, oral, non-verbal or electronic. When the message is received, the receiver must decode the symbols in order to understand the content. (Shannon and Weaver 1949).
A meaningful communication occurs only if the receiver interprets the correct meaning of the sender’s intent and the sender receives a constructive feedback. However, according to Berlo’s SMCR Model of Communication (1960) the message can be misinterpreted if the receiver has different communication skills, attitudes, knowledge, social system and culture than the sender. 
Working in a Hair Salon I experience conversations that might not be effective due to my customer’s different attitudes. Some customers do not want to give details about their haircuts expecting from me to know everything and deliver the right haircut. The truth is that I need details to make the haircut how the customer sees it in their mind. Furthermore, to save their and my time if I must redo the haircut again. 
As a professional I know how to perform a haircut, but every haircut is individual and much aligns with customer preference. I believe this misunderstanding can be improved by being an assertive speaker. I must show that I value and understand their time and views but in the same time to explain my point of view in the way to save both of us from disappointment at the end of the service.
 Shannon Weaver’s Model of Communication (1949) explains that the presence of physical noise (i.e. environment, people, etc.) into the channel issues to distortion of the message. My workplace is the perfect example which contains multiple noise sources such as presence of music in the Salon, many hairdryers working together and in addition other people are talking.
 I find it difficult to communicate with customers because of the existing noise in the room. I am not able to hear all the words. As a result, they speak about one thing and I reply about something else and it creates awkward moments. I believe this misunderstanding can be improved by paraphrasing what I heard to make sure I understand what the customer means. I can speak louder to make sure I am heard and ask my customer to do the same if I am not loud enough.

Verbal Communication
Verbal communication refers to sounds, words and verbal fillers such as “um”, “well”, “like”, represented either in a spoken or a written manner. Written communication may occur in different forms, emails, letters, newspapers, essays, etc., each of these delivering informal or formal content. Spoken statements relates only to oral communication (i.e. speech, radio, mobile conversation, television, etc.). In order to deliver well-structured information, the speaker must(should) make effective use of language skills.
Verbal communication, according to Quintanilla and Wahl in Maund et al (2017), follows regulative rule which dictate appropriateness and are applied based on the communication circumstances (i.e. when, how, where, and with whom to talk about certain things). Furthermore, verbal communication occurs in formal and informal manners. Formal communication, by nature, is used more in the business environment having a professional construction of sentences and uses of full words. Informal communication is commonly used in more familiar and friendly environments that represent the casual and unofficial form of communication including colloquial language.
Working in a Hair Salon exposes me to communication with customers daily. I prefer to speak informally to my customers and to my colleagues. I believe if I create a friendly environment for my customers there will be no tension in the room, less fear and nervousness and my customers would be able to relax and trust me in doing my job. Many people have been traumatized with unpleasant experiences regarding their hair and they developed mistrust to hairdressers.
 My main reason why I speak informally to my customers is to make them see me as a friend who listens to their demands and values their opinions. In addition, the words have their place and person, it is important to understand what is appropriate to say and to whom. For instance, I will not discuss with a banker worker about nails or make-up. In order to improve a conversation flow, I will avoid speaking about things that are not relevant to the certain person because it may be awkward to talk about things, they are not feeling comfortable with. In addition, it is beneficial to avoid talking negatively or complaining because nobody wants to engage in a conversation that spreads negativity.

Non-verbal Communication
Non-verbal communication is referred to all those ways people communicate without using words including facial behavior, vocal qualities, space, touch and physical appearance. Non-verbal cues such as head nods, eye contact, vocal and facial expressions, body posture keep a conversation together and show engagement. In addition, nonverbal communication accounts for 65% to 93% of the total meaning of communication. (Birdwhistell, 1970 in Quintanilla and Wahl in Maund et al, 2017)
 Body movements, gestures and posture are about how a person behaves and pose in a conversation. According to Cuddy (2013) people use power posing to show confidence and pride or people do themselves smaller when feeling powerless. People use gestures to substitute words, for instance, nodding instead of saying “yes” or to give other directions by pointing fingers. Moreover, people might regulate the flow of the conversation or coordinate verbal or non-verbal behavior with facial expression or gestures.
 At my workplace, I make my assumptions if the customers are or rather not satisfied of my service based on their behavior, voice tone or facial expressions. After a haircut, happy customers will not stop smiling and touching their hair or keep staring in the mirror for few minutes. The pace of the voice may change going a little faster and I can hear the thrill in the voice. They will look me straight in the eyes all the time and I can see that they are satisfied of my job.
 On the other hand, unhappy customers might mask their facial expressions, avoiding keeping eye contact, being silent and at the end of the haircut rushing out from the salon without saying goodbye. Some customers exaggerate and cry if the outcome is not 100 % as in the picture they have showed. I am a perfectionist and I always try to improve my work.  I listen to my customers’ demands and I accept their constructive feedback. When they are not satisfied with the haircut, I use an open posture of my body and my voice sounds warm and friendly. I want to show my customers that it is okay to be upset, and I respect that. I do not try to defend myself if it was my fault why the outcome felt wrong.

Active Listening
Active listening is a skill that requires discipline in order to fully immerse in conversation and not get distracted by other things. According to Headlee (2015) “An average person talks 225 words per minute and is able to listen to 500 words per minute, so the human mind fills in those 225 words.” In fact, people get the wrong content of the message by daydreaming on others matters which may lead to filtering or missing out parts of the message or to a premature conclusion.
Mastering listening skills will ensure an accurate understanding of the message. An active listener pays attention to the body posture, paraphrasing ability and probing skills. Listening posture must be relaxed and opened, slightly leaned forward to the speaker with direct eye contact and complimented with verbal encouragers (i.e. uh-huh, yes) in order to demonstrate deep interest and engagement in the conversation. (Maund et al, 2017)
Paraphrasing is a powerful ability to listen and build trust among people. Rewording the message in different way enables listener to verify and demonstrate a precise understanding of the message. Probing is the ability to address appropriate questions to gather more specific, beneficial or significant information in a certain conversation. According to the dialogue topics, questions has meaningful importance in acquiring a relevant insight.       
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At my workplace, listening is an important tool to gather important information from customers in order to deliver the right haircut. I ask multiple questions and paraphrase everything to ensure an accurate understanding of my task. I use eye contact and head nods to show that I am engaged in the conversation. I complement with encouraging fillers such “um to support the dialogue and make customers feel heard that I value and understand their personal views regarding their haircuts.

Assertiveness
Assertiveness is the ability to communicate ideas in a clear and direct manner without disrespecting, patronizing or manipulating another person. For instance, in a meeting, an assertive communicator will begin with a brief overview to explain what are the objectives and issues that will be discussed. Further on, the speaker will focus on one question at time to clarify everything for everyone.
 According to Griffiths and Dunham (2015) in Maund et al (2017), an assertive communicator applies examples, diverse data or statistics to reinforce arguments in order to become more credible. In addition, rephrasing or softening the nature of questions is a technique used by assertive communicators when answering loaded or leading questions. The meeting is ended with a conclusion to review everything discussed in order to make sure that everyone felt supported and heard.
At my workplace we struggle being assertive communicators, I assume due to cultural diversity. I have colleagues from Lithuania, Ukraine, Russian, Latvia. My colleagues from Lithuania are hotheaded and sometimes they communicate their points of view in a heated manner by raising their voice or rolling their eyes showing frustration, in this way disrespecting and rejecting other views. I believe we can raise the level of assertiveness by controlling our voice tone and facial expression when delivering a message in order to show each other respect. In addition, we need to control our emotions and explore other’s views by becoming active listeners and more passive speakers in order to avoid dogmatic speaking or judging each other.
Conclusion
This report aimed to develop a better understanding of encoding and decoding process of the message, verbal and non-verbal communication, active listening and assertiveness as important components of effective communication. It is known that the process of decoding might be distorted due to physical noise or due to differences in attitudes. Verbal communication is created through language and helps in connecting people together. Non-verbal communication reveals emotional an aspect of communication according to body language, voice qualities and facial expressions. Making use of listening skills ensures a better comprehension of other’s views. In order to do that communicators must make use of probing skills and paraphrasing. Furthermore, is important to be assertive in terms of expressing and delivering messages to the audience in a respectful manner and to be inclusive of other’s views. 
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