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                                 Communication 



1. Introduction 

   Communication is an exchange of information between different individuals. Communication process involves a 
sender, a message and a recipient.
The way you can communicate can be verbal, non-verbal,
written communication, listening and visual communication.
Effective communication in the workplace is one of the most important aspects of any business. When communication is effective it has a big impact on productivity, efficiency trust between people and performance.
Listening is the most important part of verbal communication. To be able to understand correctly a message you will need to listen first.
The process of communication is called encoding and decoding messages. This means that the sender encodes a 
message to a receiver who will decode the message and respond to the sender.
Transmission of a message can be verbal, non-verbal, written or electronic, for example  oral,  telephone , voicemail, email, online or letter. 
  Communication issues in the workplace can affect productivity of the business ,relationships between people , lack of motivation and overall create a tense environment.
Barriers of effective communication can often be the language and that can often cause misinterpretation and assumption, conflict at work, inability to listen, lack of interest, emotional barriers, disabilities and cultural diversity.


2.Models of communication 


· Shannon and Weaver (1948)

This model of communication is also called ‘a mathematical theory of communication ‘and is Widley used and recognised worldwide.
The sender is the information source who will send the message through an encoder using a channel and taking noise into consideration then the decoder and the receiver.

This is an example from my previous workplace:

My area manager has sent me a voicemail on my phone saying that she will come and visit my store on Friday at 10 
Am. Because, she sent the message while she was in traffic, I could hear a lot of background noise and missed the part when she mentioned the day that she will come and visit.
To make sure that I will be in store and that I am not off that day , I will call her and ask if she could repeat which day is she planning to come and visit .This is called feedback and is highly important otherwise the message will not be complete .

In this case the sender is my area manager, the encoder is the mobile company, the channel is the mobile network, the noise is the background noise, the decoder is the phone and the receiver , myself.
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· Schramm (1954)

This model of communication involves a sender, a message, a medium through which the message is transmitted and a receiver.
Schramm emphasises the importance of encoding and decoding the message and also the importance of feedback for the message to be complete.

This is an example from my previous workplace:

I am the store manager and I ask Mariah, one of my staff members:
· Mariah, could you please complete your Health and Safety refresher booklet and sign it by the end of week?
    The way I am asking the question is on our work group 
 chat where we communicate updates and important                    information that everyone should know before their shift. I will also call Mariah and leave a voice mail, but I still don’t receive an answer.
In this case I am the encoder and Mariah are the decoder, but the Schramm communication model is not complete because I have not received feedback from Mariah, and I would not know if she understood my message.
The way I am encoding the message to Mariah is by using English language and to make sure that she will receive my message and have a confirmation of her understanding I will visit her in store and pass my message face to face.
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· Berlo(1960)

Berlo model off communication consists of a sender, a message, a channel and a receiver are also called the SMCR model of communication.
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This is an example from my previous workplace:


My Area Manager decides that we will do a 20% off discount for the weekend on selected items  in store .She will send me an email on our work email to inform me about the promotion and she will also include in her email pictures with an example of what signage we should use in store to advertise the 20% and also an example of store layout to be able to see where should we allocate the space for the promotion on our shop floor and also how we should merchandise the products in store for this promotion .

In this example my Area Manager is the source who sends a message through our work email and that is the channel using visuals and writing in her email to pass a message to me and I am the receiver.


                              (communicationtheory.org)






3.Communication skills 

· Verbal communication 

  Verbal communication is when you use words to communicate .This can be spoken or written .
In any workplace are used internal many types of written communication like reports ,emails ,letters ,contracts employee manuals .
The importance of written communication in any business is to avoid conflict ,but also to save time by communicating to many people at the same time and also works well for long distance communication .
The verbal or oral communication is also very important because comparing to the written communication this one involves emotions  and can me more easy to understand and also feedback can be received faster and in more effective way.
According to Maund et.al,(2017)verbal communication is the most commune way that individuals communicate. It was also mentioned in his article about ‘Communication’ that verbal communication can be interpreted in many ways and often misunderstood.
For verbal communication to be effective you need to take in consideration the importance of how you use the words.
For example, you need to use positive style of speaking and use appropriate tone of voice.


· Non-verbal communication 

Maund et.al,(2017) suggests that non-verbal communication is just as important as the verbal communication .Eye contact and smiling helps the listener to interpret your message better. In the article about communication Maund et.al,(2017) also mentioned that 55% of listeners interpret messages from body language and facial expressions.
It is important that your non-verbal communication is perfectly synchronised with your verbal communication.
For example, what you say should be reinforced by what you show trough your gestures, tone of voice, your posture and your facial expressions otherwise your message will be misinterpreted.
For an effective non-verbal communication, you should consider what gesture you will use, eye contact, the way you move, the way you look and also what you wear.

· Listening 

Active listening in communication is when you put your full effort to pay attention to what is being said to you.
According to Maund et.al (2017) a person only remembers 25% to 50% of what they hear. It is important to differentiate hearing from listening as most people can hear but not all will listen.
Listening is how you analyse the message and determine the meaning.
Developing listening skills, it takes practice and techniques. 
In an article about active listening, mentioned on Mindtools.com website it is emphasised the importance of active listening and techniques you can use to become an active listener. This are some of techniques you can use to become an active listener:
-pay full attention to the speaker 
-be involved in the conversation, use gestures and body language to show that you listen
-ask questions and summarise what was said to you, this will not only show that you are listening but will also help you understand the message without making assumptions 
-allow the speaker to finish before you ask something and do not interrupt and contradict the speaker 
-respond with respect and understanding 
Active listening will not only help you in your professional life but also in your personal life, it will improve your communication skills, will improve your relationships with other people and work productivity.

· Empathetic listening 

Empathetic listening is when you show compassion and understanding and build an emotional connection with another person.
Trying to understand how someone is feeling and putting yourself in their situation can give you a better understanding of empathetic listening.
Empathetic listening will help you to determine a problem understand it and to find a solution. It also helps in building 
stronger relations with others and connect emotionally with others.

This is an example of communication issues from my previous workplace:

   One morning when I arrived to my store my computer suddenly crashed and stop working completely .I have tried to restart the system but it still would not work .I called and IT engineer and he advised that he will be there to sort the problem out in 3 hours time .At this moment I have no access to my work email and I can not check any live communications from my area manager .
Next thing I do is call my area manager to let her know about the problem. She then says that is good I called because this morning she has emailed all the store to say that we will offer a 10% student discount for 2 weeks time starting immediately.
In this case from the time I opened the store to the time I finished the conversation with my area manager I have missed out on sales as people have asked for student discount and I could not offer it as I was not aware of the important email that I could not read due to technical issues in store .
From this example we can see how miscommunication issues can negatively impact the performance of a business.




4.Conclusion 

Communication is the foundation of not only businesses but also personal life. When communication is effective everything works better, you build stronger relationships you can build trust more easily, you become more productive and you get a more positive outlook overall in life in general.
To be able to communicate effectively is the most important skill in life.
Communication keep you connected with other people, helps to eliminate conflict and misunderstanding, help is solving problems and many times prevent problems from happening.

Suggestion on how you can improve your communication skills:

As Patel (2019)points out in an article called ’14 Proven ways to improve your communication skills’ it is very important to use both verbal and nonverbal ways to communicate ,you need to listen to what other people are trying to communicate and try communicate back in a professional way.

This are suggestions on how my previous workplace could improve communication:

The issues that I encountered most often in our workplace was with our computers .Our computer system used to provide us with live communications from all departments within our company ,for example daily communication from our area manager ,payroll communication ,HR ,Head of Retail, Security and many other departments .Every few weeks some store would report that their computer crashed, and they are operating the store manually. 
Also when computers crashed some stores would miss out on important updated and requests regarding our tasks for the store and even disappoint customers for not having the right information available for them .
The opportunity to improve service for clients and achieve better sales would be to upgrade the computers system; they were old and often crashed so they should be replaced with the newer technology and make communication more effective .In this modern age when communication using internet technology is rapidly advancing I believe it is very important to keep up to date with the technology use in stores for communication .

Another example of communication issues at work will be when we had a new team member ,often they will come from different countries and language sometimes stop them from showing their true capabilities as they would feel less confident and they would not ask to many questions instead they will just make assumptions to try and understand what was communicated to them .
This was a result of tasks not being completed correctly 
and often delayed because of misunderstandings in communication.
This communication issue can be resolved by simply both sides ,manager and staff members communicate in a better way so that is understood clearly by both sides and very important to ask questions or ask for guidance when not sure you understand the message .
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