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[bookmark: _Toc4098949]Introduction
Effective communication is one most important prerequisites for carrying out different functions of an organisation in a balanced way. This is because the managers of an organisation are responsible for planning, motivating, directing, organising, and controlling various functions of the organisation which require them to coordinate and communicate a number of activities with others both inside and outside the organisation (Maund, A. Schriek, M. and Tinkler, P., 2017). In this case, if they possess remarkable interpersonal communication skills, they can carry out their regular activities without any inconvenience which in turn help an organisation proceed to its ultimate goal. To address the importance of communication within an organisation, this report has been prepared by considering different aspects of different types of communication that take place within my workplace which is the Leon Restaurant, a UK based fast food chain, which was founded in 2004 (Restaurants, 2019). To complete the report, I will go through different types of communication taking place within the restaurant to assess how well the manager of the restaurant perform at communicating so that I can reach some firm conclusions based on which the workplace communication and the performance of the manager can be improved.








[bookmark: _Toc4098950]Description
Recently, I am working in Leon Restaurant as a part-time employee from which I have got to learn how well the managers of the restaurant perform at communicating with both employees and customers. Before jumping on my experience, I should mention first that Leon Restaurant is basically a UK based fast food chain which was founded in 2004. According to the most recent information, there are 57 Leon Restaurants in different countries.Particularly, the restaurant I work for is situated at 35 Great Marlborough St, Soho, London. The following section of the report will address the interpersonal and written communication of the employers at Leon Restaurant at which currently work.
[bookmark: _Toc4098951]Interpersonal communication at Leon Restaurant:
Basically,interpersonal communication refers to the exchange of information between two or more people which can be both in verbal as well as non-verbal forms. To communicate and deal with the employees as well as the customers, the manager of the restaurant uses both verbal and non-verbal form of communication. 
· Verbal communication: Though verbal communication seems straightforward, it may not convey the desired information if the body language does not match with what a person is saying (Morgan, P., 2016). From my experience of working in the restaurant, I have seen the managers and other employees of the restaurant use verbal communication in most of the cases to communicate with others. Especially, to deal with the customers while serving them with foods, the managers and other employees of the restaurant use face to face verbal communication. Basically, to communicate warmly with the customers as well as the manager, the active listening plays vital roles because it allows us to know the actual direction and expectation of the manager and need of the customers.
· Nonverbal communication:In general,non-verbal communication approaches also play a vital role in conveying important information to others (YouTube, 2019). In my workplace, non-verbal communication mostly takes place between the employees and the managers. Inmany cases, Ineed to understand the body language of the customers to serve them better. Besides, I also need to understand the non-verbal communication approaches of the manager of the restaurant to understand his state of mind and feelings. Basically, I have to carefully notice the body language of the managers as well as the customers to understand what they feel and want to communicate actually.The most common body language of the customers and the manager that I more often face within my workplace include the following ones:
· Hands in the air in despair, sad eyes,andfrowning whichmeans stressed and angry
· Smiling and thumbs upwhich means happy and things are great
· Staring down, frowning with anger and no smilewhich reflects annoyance 
· Head and eyes down and arms crossed in defense which reflects trouble
The manager of the restaurant more often uses the above body language to express his feeling or give us necessary directions within the workplace.
[bookmark: _Toc4098952]Written communication at Leon Restaurant:
The written communication refers to bothformaland informal written communication which takes place in almost all organisations (Belbin, M.R., 2012). So it is obvious that different types of written communication also take place within my workplace, Leon Restaurant. The most common form of written communication includes writing memos, letters, and reports to serve different purposes. In general, written communication can be both formal and informal for both internal and external audiences. Basically, in my workplace, the memo and reports are mostly used for the purpose of communicating written messages to internal parties such as managers and supervisors. On the other hand, the letters are mostly used to communicate with the external parties such as customers, suppliers, vendors etc. The letter used for written communication is prepared following specific protocols to give them formal look. In general, the reports prepared with a formal appearanceto communicate different issues to different internal and external audiences whereas the memos are considered as information means of written communication with the restaurant.  
Besides the type of written communication mentioned above, other forms of written communication also take place within my organisation which includes promotional materials, product information, handbooks, and minutes of meeting and logs. Each of these different types of written communication serves different purposes of my workplace. For example, the promotional materials and production information are mostly used for attracting customers by advertising our products.
[bookmark: _Toc4098953]Models of communications
In general, there are a number of communication models which are actually conceptual frameworks designed to explain the process of human communication. These model actually attempts to identify, classify, and describe various parts of the communication process which include sender, receiver, message, and feedback as shown in the following figure:
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Figure 1: Communication Process(Young, 2011).
To explain the above communication process, thereare different popular models of communication such as The Shannon-Weaver Mathematical model, Berlo’s Model of Communication, and Schramm’s Model of Communication. To enhance the understanding in more detail, these models are explained below:
1. The Shannon-Weaver Mathematical model: This particular communication model was developed by an American mathematician, Shannon Weaver, in 1949. The Shannon-Weaver model is conserved as the mother of all communication model which is actually more technological than other models (Hunter and McGhie, 2014). The model has six components which are the information source (sender), a transmitter (encoder), channel (receiver), noise source, receiver (decoder), and destination as shown in the following figure:
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Figure 2: The Shannon-Weaver Mathematical model (Communication Theory, 2019).
This model of communication shows that the commutation process starts from the information source which actually refers to the sender who first encodes and then sends the desired message to the receiver through a channel like a telephone. Here the encoding involves converting the message into particular codes which are understandable to the machine. When the receiver receives the encoded message, he/she has to decodeit to read and understand the message. But in some cases, due to noise in the channel, the message might be distorted. 
2. Berlo’s Model of Communication: This communication model was developed by David Berlo in 1960 which states that there are four components in a communication process. The four components of the model are sender, message, channel, and receiver as shown in the following figure:
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Figure 3: Berlo’s Model of Communication (Businesstopia, 2019). 

In his model, Berlo revealed that each of the components in the communication process is affected by several other factors which are also shown in the above figure. The first component in the above communication process is the source or sender who originates and sends the message to the receiver. There are several factors related to the sender as well as the receiver that can affect the communication process such as communication skills, attitude, knowledge, social system, and culture. The second component in the process is the message which is sent by the sender to the receiver. The message is affected by different factors such as content, element, treatment, structure, and code. The third component in the process is the channelthrough which the message is sent which can be a telephone, internet etc. But in the case of general communication, the channel refers to the five senses of human being. The last component in the process is the receiver who actually receives the message sent by the sender.
3. Schramm’s Model of Communication: Osgood-Schramm has developed this particular model in 1954 model of communication emphasising on the fact that communion is circular rather linear which means thatcommunication needs two participants taking turns receiving and sending a message. This particular model only involves four components which are sender, encoder, receiver, message, channel, decoder, and receiver as shown in the following figure:
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Figure 4: Schramm’s Model of Communication (Communication Theory, 2019).
The above figure shows that there are only three major components in the communication process which are the encoder, decoder, and the interpreter. According to this model, the encoder sends the message first which is received by the decoder at the other end. Then the receiver decodes the message sent by the encoder to interpret and understand the meaning of the message. Later based on the message received, the decoder acts as an encoder and sends a feedback to the sender of the original message who in turn acts as a decoder. This how the communication process revolves in a circular shape conveying information from one end to another end. 
[bookmark: _Toc4098954]Application of The Shannon-Weaver Mathematical model in Leon Restaurant:
It has been earlier mentioned that how The Shannon-Weaver Mathematical model describes the communication process based on four components which are the source (sender), a transmitter (encoder), channel (receiver), noise source, receiver (decoder), and destination. This communication process can be easily related to the communication process within my workplace, Leon Restaurant. To apply and relate this model within my workplace, lets once again I need to see how the model explains the communication process.
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Figure 5: The Shannon-Weaver Mathematical model(Communication Theory, 2019).
According to his model, the communication process is linear which starts from a sender who encodes the message and sends it through a particular channel to a receiver who then decodes the message and ultimately the message reaches its destination.
The above communication model can be easily related to the usual communication that takes place within my workplace between different parties such as managers and employees or employees and customers.In this case, the sender in the communication process can be compared with the human brain and the mouth can be compared with an encoder which encodes information to a particular language. On the other hand, the channel in the process can be compared with air which bears the information to another person’s ear which can be compared with the receiver in the process. In this process, the air can cause a noise interrupting the flow of information and the brain of the information receiver can act as a decoder. So we can see that whenever a communication takes place within my workplace between different parties, the communication follows the process explained by the Shannon-Weaver Mathematical model. 
Moreover, this model of communication can also be applied and related to the written communication that takes place within my organisation through various electronic devices.For example, when the manager needs to send an email to any customer of the restaurant, as a sender, he needs to use electronic devices to encode the message and sends the message through internet which is the communication channel. On the other hand, the electronic device of the customer decodes the message and helps it to reach its destination. This is how the particular model of communication can be related to both written and verbal communication that takes place within my workplace.
[bookmark: _Toc4098955]Conclusion and recommendations
While working in Leon Restaurant, I have gained enough experience and knowledge on how the manager of the restaurant communicate with the employees and the customers. Besides, I have also gained plausible knowledge of communication skills and techniques from my academic education. Both my experience and knowledge help me understand to a large extent what an appropriate communication approach should be in a different context. So, based on my knowledge and experience, I will put some recommendations in the following section to help improve my workplace communication and the performance of the manager:
· The verbal communication should be consistent with the body language because a mismatch between them may convey wrong messages to the audiences affecting the overall communication process negatively
· While working in the restaurant I have seen that the manager in some cases do not pay adequate attention to me when I talk to him which may result in miscommunication, that is why adequate attention needs to be paid while communicating with someone
· While talking to others, the managers of an organisation should not frown their eyes and sit crossed arms for nothing because they can misrepresent them to the audience
· The managers of an organisation should take into account open body language such as arms open, and facing forward as well as smiling and eye contact because these can make the workforce feel comforted, safe and reassured
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