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Effective Team Working and Communication



Introduction 

The purpose of this assignment is to review different types of communication within our workplace. In hotels we use verbal communication and non-verbal communication. During the assignment I will show why it is important the communication between the employer and the employees is effective and my own experience working as receptionist in different hotels company. 

Why communication is so important in your workplace

Communication “is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people.” (p. 47 Andrew Maund, Michaela Schriek and Paul K. Tinkler 2017). The process of communication needs at least one sender, one receiver, and a message that is transferred within a communication medium. Its starts when the sender has an idea or concept in mind. He or she translates the idea into expressive signs in form words, pictures or gestures (i.e., language). The sender then chooses a medium to transmit those signs, so the receiver can access one or more sense. The medium can be face to face conversation either a piece of information hanging on the wall, newspaper, text message and etc. The receiver collects the message, he or she must translate the signs in order to deduce the message and understand the committee of the correspondent, as shown below. 


The communication is very important in our work place is to make sure our business run productive and operate effectively. The employer has to have good relationship with their employees and build up high level of confidence with them for the work during the day to run perfectly. For example, to work in hotel the communication cannot fail between the managers, receptionists and housekeepers. The managers deal more with financial and they costately in meetings with receptionist during the week to bring new training to the stuff, setting up targets for our percentage on booking.com and TripAdvisor goes up at least 5% each week to stuff to get bonus at end of each month.   
The receptionists work together with housekeepers as always because we communicate to them about any rooms that need special requirements from the guest or problem that needs to be reported to the management. 


Types of Communication

Verbal communication “includes both our words and our verbal fillers (e.g., um, like). Verbal message is formed through language. Effective communication includes truthful understandings of others verbal messages as sense is cocreated. Otherwise the senses of the words you communicate will not understood”. (p.65 Andrew Maund, Michaela Schriek, Paul K. Tinkler 2017). We can express our feelings in our work place with two different types of verbal communication is written and oral communication.
 “Written communication is the development and expression of ideas in writing. Written communication involves learning to work in many genres and styles. It can involve working with many different writing technologies and mixing texts, data, and images” (Rhodes, 2010). Today we received feedbacks from customers through social media and emails and they express their feelings and thoughts about the hotel and the service. Emails and the social media (Instagram, twitter and Facebook, booking.com, TripAdvisor) are the most important ones because we have to see the customers thoughts about the hotel.
Emails is a highly essential tool for sharing of information with one more employee within business and with the customers. For example, guests send us emails regardless about the hotel, location, price of the room and complain about double charge in their credit cards. The manager sends emails regardless about the contract to the employees to sign and send back to them. When you are not in the shift and you didn’t do the job properly and the manager ask the employee why he or she didn’t count the money properly and leave the bank sheet incomplete. Back in the 80s and 90s we didn’t have social media to received feedback from customers only through the telephone and letters. The technology has grown so constant that customers has today the social media to give us a feedback about the hotel and the service. Social media is website platform that allow people communicate and share information about internet (i.eg twitter, Instagram and Facebook) and other applications. hotels we use booking.com, hotel.com and TripAdvisor to get all the feedback from our customers. The customers write to the hotels a feedback what they think about our service, room and breakfast.

Oral Communication “is the use of the expression, language or texts. Both oral and written forms of communication are pondered verbal.  We describe oral communication as verbal communication that exchange information outspokenly and aurally.” (Academy of Management Learning & Education Kyle E. Brink, Robert D. Constigan June 1, 2015). Listening skills is part of the oral communication process to understand what the instruction within your workplace. Working in hotel is very challenging because every day happens different situation and your listening skills need to be excellent to understand everything that management or the customer has to say during the day, for example; the management ask you favor to check how many rooms are available and change the price on the site minder, but you forget because during on your shift you are on the mobile phone playing or on social media and later management calls asking why you didn’t change it and you say because I forgot it and this situations happens to the customers as well and they ask the employees to put them on the ground floor because the customers has disabled problems, but the receptionist complete forgot to put that on the request and when the customers comes he is very angry and upset because the receptionist forget it this important call from the guest asking this request. Conversing is other type of oral communication. In the context of the workplace conversing is when you negotiate, explicating, advise and influencing. Working as receptionist you negotiate lot with the customers the price of the room, change the customer to another room with better view if he does not like the room and tickets tours around London. We advise guest as well about transport and how to use them in the best way. 

Non-verbal Communication 

Non verbal communication is universal. “Nonverbal faces infiltrate effectively every forthcoming act. In face-to-face exchanges, all the nonverbal channels come into piece. Body, face, voice, appearance, touch, distancing, timing, and physical surroundings all play a part in creating the total communication. A friend’s gestures, facial expressions, posture, and eye contact may signal interest”. (
JK Burgoon, LK Guerrero, K Floyd,2016). Working as receptionist you need really to be careful with your body language, posture and gesture because the customers observe everything you do and especially your posture. We received special customers that cannot speak, or ear and they speak through signs language and blind customers. Today when they come to reception, they communicate with us through their phones writing on the note pad and they show us saying that they have reservation with us. 

Gestures 

“There are three main types of gestures: adaptors, emblems, and illustrators” (Andersen, 1999).  Adaptor is moving comportment actions that show inside situations naturally connected to excitement or anxiety. 
Adaptors can be aimed to the personality, objects, or others. In even common circumstances, adaptors outcome from nervousness, anxiety, or an overall logic that we are not in power of our environments. When we are working as front of house sometimes, we get nervous because a customer’s attack or intimidate the employees we feel nervous and scared. Dealing with customers from different culture is really hard. 
Emblems are signs that have a particular agreed-on sense. These are still distinctive from the signs used by hearing-impaired employees or customers or others who communicate using British sign language. Today in hotels we have deaf employees, they are responsible to help customers who are deaf. They responsible to guide the customers in the hotel and give them advice about London.  Some companies could give more opportunities to people who are deaf. We are in 2018 and still having prejudice with these people. 
Illustrator are the best usual type of gesture and are used to illustrate the verbal communication within the workplace. For example, we have illustration of no smoking in the room everywhere in the hotel and illustration in the breakfast room showing what type food we have in different languages. (https://open.lib.umn.edu/communication/chapter/4-2-types-of-nonverbal-communication/)

Head and Posture 

The head movements and Posture are together because they frequently together used to recognise others and communicate interest or attention. The head movements, a head nod is a world-wide sign of response in other cultures where the formal greet is no longer used as welcoming. For example, when we have fire alarm operation in the hotels, we have to use the head nod to show the way to guest to point where is the assembly point, where all the customers need to be waiting to finish the alarm operation. We have four different general human postures: standing, sitting, squatting and lying down. Each of these postures has many variations and when combined with particular gesture, they can express many different meanings. Our communication occurs when we are standing or sitting. One interesting one is when we are standing in the reception we usually lay down in the balcony, crossing our arms when we are speaking with the customers or putting the hands on the hippies and those things happen when we are tired of long day shift or feeling lazy and would like to go home. We need really be careful with these gestures in the front customers because your face says something, and your body says another. (https://open.lib.umn.edu/communication/chapter/4-2-types-of-nonverbal-communication/)   

Eyes Contact 

Eye contact helps numerous communicative roles reaching from flexible interaction to monitoring interaction, to sending information, to starting interpersonal connections. In terms of flexible communication, we use eye contact to sign to others that we are prepared to express, or we procedure it to reminder others to communicate. It’s happened various time in reception when customer comes to the receptionist ask him question and the eyes are elsewhere and you are not even looking at the customer face. When the manager asks you question about a customer and you look at the pretending you do not know anything about it. Eyes contact is very important to delivery good customer service and the customers will feel happy at end. (https://open.lib.umn.edu/communication/chapter/4-2-types-of-nonverbal-communication/)

Analysis 
  


The communication in my work is not very effective the receptionists always forget to communicate what happens in the morning important matters for example two Italian customers were relocated to another hotel by the receptionist in the morning, and he did not notify anything and he gave the card number credit her to another hotel without warning and they started yelling at me in Italian and I did not understand anything or the receptionist had warned me before that everything had not happened.
. In theory I can see the social culture, the way the Italians speak is really loud and I couldn’t understand what they were saying because they cannot speak English and was really stressful to understand them because they even realize that I don’t speak Italian. They should calm down first and speak slowly and use the google translate for me to understand her better without shouting. (https://epgp.inflibnet.ac.in/epgpdata/uploads/epgp_content/library_and_information_science/knowledge_society/05._theories_and_models_of_communication/et/4305_et_et.pdf)


It happens often at the hotel walk in customers and many of them want rooms but always the rooms are occupied, and we always communicate to the customers that we are fully book. However, happened once with me that a customer entered the hotel that he was in the corner of the reception and I offered help to he, and out of nowhere he started yelling at me and offending me by calling me a racist and I got scared and told him that I would call the police and he left. In this case I see the theory of social behaviour of the customer he was acting very wired and when he attacked me saying I was racists and insulting me, I could see that he needs help. The communication he was telling me that he needs help because his entire life I feel that his was rejected and I can see through his action when he threatens me. (https://epgp.inflibnet.ac.in/epgpdata/uploads/epgp_content/library_and_information_science/knowledge_society/05._theories_and_models_of_communication/et/4305_et_et.pdf)

Conclusion

The first case the communication has been very bad, the receptionist in the morning could have warned me all this or written in the notebook all or have warned me in the what’s app group this situation and I would already be prepared to solve this situation without having discovered by the client himself and he could also have asked the client first if he could have passed the information from her to another hotel. The best way to improve it all in my opinion is to have it written on the information card and put a cellphone alert to remind him of these situations. For example, I do this when I have an important message to tell my manager. If he had done all this, he would not have that problem and they would not shout at me and not even come to the hotel to offend me for no reason. 
In the second case and security issue, in my hotel there is no intercom with camera where you can see who enters and leaves the cameras at the reception. the intercom you can see through the app who enters, and you can authorize who enters and leaves. If the intercom before I would have seen him by the camera of my cell phone and I knew that he was a dangerous person. I communicated several times to my manager and she still has not solved this situation. I hope she heard me. The communication in our work she only develops with excellence when team works together.
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