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The aim of this report is to use published literature and knowledge acquired in class, to analyse the communication at my workplace and find ways in which it could be improved. 
It will show how communication is accomplished at my workplace, a packhouse named Cross & Wells, in Sittingbourne, Kent, considering many communication problems such as a big number of non-native English speakers, probably more than 80% of the employees being immigrants, and about half of the operations department having a very poor understanding of English, most of the time relaying on other people to translate for them. Sources of noise will also be analysed and methods to minimize them.  
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Communication is a tool used daily hundreds or thousands of times by every individual or organization. Communication can be realized through multiple channels and it can be both verbal and/or non-verbal. Thammishetty (2015), defines communication as:
A “two-way process of reaching mutual understanding, in which participants not only exchange (encode-decode) information, news, ideas and feelings but also create and share meaning. In general, communication is a means of connecting people or places. In business, it is a key function of management--an organization cannot operate without communication between levels, departments and employees.”
Verbal communication consists of words and verbal fillers that create verbal messages. (Maund, Schriek and Tinkler, 2017). Words are symbols that we gave meaning to, so they represent different aspects of our reality, both external and internal, and we are able to transmit to other people that speak the same language in a way that they can, most of the times understand what we are attempting to tell them. Verbal communication is not just face to face communication, but any written and over the phone conversation as well.
Non-verbal communication, or body language, is every aspect of communication that is achieved without the use of words. Some aspects of the non-verbal communication are facial expressions, body gestures or para-linguistic cues and haptics (or touch). Non-verbal communication is a very important part, one research conducted by Mehrabian (1981) showing that up to 93% of communication’s importance, is divided in paraverbal 38% and body language including body movement, facial expressions and others representing 55%, is given by non-verbal communication.
Listening is focusing to understand verbal and non-verbal information that one receives from other people. In order to be a good listener one can implement different strategies. 
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One framework that can be used to be a better listener is the HURIER model. The HURIER model has six components: Hearing, Understanding, Remembering, Interpreting, Evaluating, and Responding. It is helpful to make sure that the information is properly assimilated and processed, and that a proper response is given.
Hearing is focusing on the message and avoiding getting distracted
Understanding is being able to interpret the meaning of what the speaker wants to say despite the differences in his or her use of language.
Remembering the message is useful for using that information after the conversation. To improve the odds of remembering, a good strategy is taking notes of the important points.
Interpreting means putting both the verbal and non-verbal information together and finding out its meaning
Evaluating refers to assessing the message and see if it is or not valid and valuable
Responding is the last component of this model, and it refers to giving a verbal or non-verbal response.
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KEYS is a powerful tool that one can use to improve both verbal and non-verbal communication, but also the ability to listen and understand. KEYS stands for Know yourself, Evaluate the professional context, Your communication interaction with others, and Step back and reflect (Maund, Schriek and Tinkler (2017).
Know yourself means that you need to understand your own actions at the time of communicating or listening, and what cues you show to others.
Evaluate the professional context is understanding the context, workplace or market and evaluating what is the best course of action.
Your communication interaction with others is understanding the relations with others such as actions and communication and evaluate what reactions the create in your partner or stakeholders.
Step back and reflect is analysing the communication or listening after it ended. Evaluate if you are satisfied with it and what results it produced.
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In order to understand communication at my workplace, the Shannon and Weaver model of communication will be used to analyse the source of information, message, encoder, channel, noise, decoder, destination and the subsequently added feedback (Narula, 2006).
The message comes from the manager, which will send it to the team leaders, and they will send if forward to employees. The channel used between managers and team leaders is verbal communication either written, most of the times, or oral. Team leaders will send the message to their teams using both verbal and non-verbal communication. Being a place that is noisy most of the times and the majority of people speak basic English, the team leaders will attempt to use as much body language as possible and simplify the oral message. The feedback given by team members is usually very short, only indicating that they understood the instructions.
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According to Maund, Schriek and Tinkler (2017), centralized communication happens in groups that have to achieve relatively simple tasks, in which a small number of people can guide the whole activity. Communication at my workplace is centralized. A higher rank gives one the whole authority to take decisions without having to consult others of a lower rank.
As studies show, decentralized communication makes employees happier at the workplace and more productive, but one of the problems at this workplace is that some of the team leaders discourage conversations. 
One more problem is that teams are not always composed by the same people, sometimes changing members from a day to another, and because of this, even if the workplace would encourage communication, there would not be enough time for people to get to know each other and start communicating. It is estimated that productivity and satisfaction in team increases when all members speak about the same amount of time, and all members engage in the conversations. 
Some alternatives for this could be, first of all, leaders should allow and encourage conversation between employees as far as they don’t decrease productivity, weekly meetings could be held by managers in order to rise awareness of the company’s achievements, inform of problems and recognize performance. Last but not least, the easiest thing that could be done is making a way to get feedback, complains and suggestions from employees.
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	As said before, most of the employees at my workplace are not native English speakers, a big majority only knowing enough to understand very simple conversations, or they need someone else to translate for them. This makes information get lost in translation or completely missed. This sometimes makes things go wrong, missing orders, preparing products in different quantities or simply making things happen at a slower pace than they should.	
According to Morgan (2017), the way others communicate to you is influenced by their impression about you, this impression is formed from previous experiences. In my workplace, the impression of managers, even if most of them are not native speakers, is that the employees don’t speak English, so they will make conversations as simple as possible or send people to work with team leaders from the same country. The problem with this is that it gives a feeling of dehumanization, in many cases it seems like they are not speaking to a human but to some intellectually inferior being. 
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Communication influences both the performance and the employees’ satisfaction. A bad communication decrease performance by misunderstanding of goals that will lead to errors that can make an organization untrustworthy in the eyes of clients. Employees’ satisfaction is also extremely influenced by communication, a bad communication leading to conflicts, poor integration in the group, stress and sometimes even depression.
	As said by McChesney, Covey and Huling (2003) for good results, members of the organization must know at any time where the organization is going, understand the short, middle, and long-term objectives and have constant access to the progress the organization is making in achieving their goals. It is also important to create a culture in which people speak about the how-to, goals and achievements of the organization. All these things are achieved with good communication.
In order to attract new staff, boost their moral and make them efficient, the organization must have a mission with which they identify and create a feeling of safety and trust in the leaders of that organization and colleagues. (Sinek, 2009)
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[bookmark: _GoBack]This report was divided in three main parts, what is communication, communication at my workplace, and how communication influences teams and organizations. In the first part we analysed two models that can help us to improve communication, the HURIER model and the KEYS principle, explained them and showcased how they can be used. In the second part, the problems in communication at my workplace were exposed and several solutions were proposed in order to improve it. In the last main part, we have seen how communication impacts performance and personnel in organizations and what can be done to make communication efficient to avoid numerous problems and even make the workplace enjoyable and maybe even entertaining.
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