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[bookmark: _Toc534816934]Communication – Introduction


Communication is a vital process. It defines human relationships. We communicate daily with many people – family members, colleagues, friends or even strangers. Communication is a process by which people, send and receive an information. We know several ways of exchanging information. Exchange include creating, editing and sending messages or information. We communicate by face-to-face, by phone, via Internet, books, newspapers, magazines and letters. Through communication we receive knowledge and information. Also, we interchange ideas, interests, moods and feelings with friends and colleagues. Passing information does not guarantee the effectiveness of communication between the people. Each of us has faced misunderstanding on the part of relatives, friends, colleagues, and even more often to strangers. Like every process, communication has its own elements and stages we need to know to make our lives better. We should learn how to communicate effectively. For good communication, it is necessary to be kind, respectful, listen to others, be clear about what you want to say. 
Communication can be accomplished in many different ways. With the Internet and technology as a whole, communication has gained a new meaning of communication environment. Trough to social networks and all other applications designed to deliver a faster and easier communication between people, today we can communicate more easily with people on the other side of the world.
For me personally, communicating is my connection to the world. Through communication we manage to touch different worlds, to build bridges, expand our inner horizon. The most satisfying experience is to connect with another unique human being, to feel heard, understood and loved.
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“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.” (1)
For a good productivity and strong levels of an organization good communication is crucial tool. Clear communication is likely enhancing performance and production, also build trust between employers and employees. Meanwhile, people who talk openly with an employer, manager, and colleagues are valued staff and are more competitive on the market than others. Building effective teams is a long way. It is all about a good communication and collaboration. Implementing effective strategies to boost communication will improve employee satisfaction, will rising commitment and motivation, will help for a better relationship and understanding. When managers are great communicators, they empower their teams to speak to each other and conflicts, motivation and relationship building are all much easier to be solve. 
Poor or bad communication in the workplace is a lack of communication, employees do not know what is important and do not know who is supposed to do what when. Other signs of poor communication are interrupting the person speak when talking either face-to-face or on the phone, taking call in a meeting, providing not enough information, focus on the problem and making negative statement, instead focus on the solutions. As a result, we have misunderstanding, mistrust, lack of motivation, decrease productivity and production and increased mistakes. 
“As individuals, poor communication essentially equals an inability to communicate our value to the team — and a loss of value could mean the loss of a job.
There’s a bigger picture, too: Company leadership often fail to see how poor communication hinders the organization as a whole. Collectively, poor communication can disrupt business on a fundamental level.” (2)
To improve and enhance communication between their teams, organisations should clearly define goals and expectations, goals to be measurable, challenging and achievable, ensuring that all staff are aware exactly what is required the project. Particularly important is to keep everyone involved, encourage reports and updates of the project at all time. It is important to communicate and listen to everyone with respect and build trust.
Verbal communication is very important and highly valued skill. Almost every job requires workers to use verbal communication skills. 
[bookmark: _Toc534816936]Verbal communication

“The sharing of information between individuals by using speech. Individuals working within a business need to effectively use verbal communication that employs readily understood spoken words, as well as ensuring that the enunciation, stress and tone of voice with which the words are expressed is appropriate.” (3)
What are verbal communication skills?
Effective verbal communication skills it is not about just talking. It is about how clearly and effectively convey information. Verbal communication is “soft skill” and it is most important for team building. The skills we need to develop and be great communicators in a workplace are: 
· Conveying information briefly 
· Encouraging all group members to share thoughts, ideas and feelings 
· Explaining a difficult situation without any emotions 
· Ask for help
· Show understanding using nodding, “yes”, “got you” and so on 
· Asking questions to get more details regarding the problem
· Desisting from speaking too much or disturbing others
· Requesting feedback
· Talk about your needs or feelings without angry emotions

[bookmark: _Toc534816937]Non - verbal communication

“Behaviour and elements of speech aside from the words themselves that transmit meaning. Non-verbal communication includes pitch, speed, tone and volume of voice, gestures and facial expressions, body posture, stance, and proximity to the listener, eye movements and contact, and dress and appearance.
Research suggests that only 5 percent effect is produced by the spoken word, 45 percent by the tone, inflexion, and other elements of voice, and 50 percent by body language, movements, eye contact, etc.” (4)
 “The most important thing in communication is hearing what isn’t said.” (5)
Non-verbal communication is communication without words, also called manual language and it is important in expressing our emotions. Common examples of non-verbal communication are body language such as facial expressions, posture and gestures, also eye contact, voice, touch, behaviour, fashion and emotions. It is related to verbal interaction. They supplement each other and give full picture of the spoken message. 
We need to be aware about our daily non-verbal cues and to be mindful of cultural differences when using non-verbal signs. The handshake and direct eye contact are common signs for our confidence, but they may not be accepted in some other parts of world. Therefore, understanding the different forms and parts of verbal and non-verbal communication is necessary to develop our daily communication. 

I work in a small cleaning company and sit close enough to most of my colleagues. When I need to give someone additional task it is logical just to attract them attention and make request. But everyone has a job to do. As small as it may be, sometimes an additional task can be lost in the busy day. That is why I always send an email in which I have clearly and accurately describe the request or information I want to convey. This will be also my guarantee if a problem arises somewhere along the way in the communication around a project. 
The efficient team is often compared to a machine, but if the parts of a mechanism are too far apart, there is no traction between them. We organize weekly meetings for office workers as well as for other workers. Everyone presents the progress they have made in the past week and the plans for the upcoming week. This is help us move in equal steps, set up and focus on the goals and achievements. Regular meetings are also of great importance for loyalty in the company. It is hard to be professionally engaged with someone you see only as a series of emails in your computer. 
On these meetings our boss gives us important feedback regarding the completed tasks. He always keeps good tone, starts whit a compliment for a good job on another project and then point out the task which have not been done. He does not limit himself to highlighting mistakes, he always suggests a solution. He engages in the problem, so all colleagues see him as an ally, not a judge.
To organize all tasks, we use an electronic schedule. It is a tool which contains five parts: 
· Schedules – services, duration and cost for each service and automatic confirmation of appointments
· Calendars -this section helps to organize and manage the working hours of the employees, name, photo and working time for all days of the week for each employee.
· Tasks – client - an exist or a new name. The system automatically stores all names and phone numbers and add them to the data base, employee - who to handle the task and service to be done
· View tasks - all current tasks in the schedule sorted by day, week, month
· Data base – customer name, phone number and email, a small note, gender and booking history
The electronic schedule has a modern design and at the same time user-friendly, so the functions can be accessed with just a few clicks and adjusted to our needs. By implementing this electronic schedule, we have gained a market advantage and more customers.
[bookmark: _Toc534816938]Summary
Communication is an integral part of ours daily routine. By communicating, people exchange not only information, but also feelings, emotions, experiences. The future of an organization depends on good communication. Effective communication in a workplace is important for good organizational performance. Helps to build strong teams and effective interactions with customers and partners of the company. A key factor for career development and career growth for employees.
Everyday collaboration implies that we are all experts in our working relationship. In fact, we have so much potential for improvement. We all need to be heard and understood. Not only from our bosses, but also from colleagues, family, friends. However, our ability to communicate with one another and the desire to be understood makes us human being.
Poor communication can affect workability, teamwork and personal relationships.  Therefore, we need to improve and develop our communication skills. Some basic tips for better communication that I practice myself to be confident and competitive. 
Being a good listener is one of the best ways to become a good communicator. Pay attention to non-verbal communication. The language of your body, eye contact, gestures of your hands, the tone of your voice - all this takes part in the message you are trying to convey. Try to convey your messages in a few words whenever possible. Say what you want clearly and directly. Try to speak with a friendly tone - with a smile, open and honest communication, good manners. Even when you do not agree with the person you are talking to, it is important to show that you understand and respect their point of view. Use phrases such as "I understand what you mean, but ..." 
The ability to communicate effectively with superiors, colleagues and employees is essential regardless of what industry you are working in.
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