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Definition:
“Communication is the exchange of thoughts, information or ideas that results in mutual understanding between two or more people”, (Andrew Maud, 2017) pp47. The communication process should have at least a sender, channel, receiver, message, effect and feedback.
Communication capability of an institution where a message reaches and is appreciated by intended group the way it is planned is essential for its success. It should however be noted that poor communication is one of the major causes of employment and relationship failures( (Morgan, 2017) p.243.
TYPES OF COMMUNICATION.
VERBAL COMMUNICATION.
Verbal communication refers to the use of words, sounds, verbal fillers, and language as a medium of expressing or communicating concepts, desires, and ideas. For effective communication to take place, it is paramount that people get to understand or interpret each other’s messages verbally communicated accurately. Within work environments it is important that language skills are effectively adapted to support interpretation and understanding of colleagues’ words or messages. (Quintallina, 2017)
For effective verbal communication to take place, it is essential that nonverbal communication skills like clarity, eye contact, gestures, posture, calmness, tone, and pitch of voice are effectively used to aid it.(SkillsForYou).
NON-VERBAL COMMUNICATION.
Non-verbal communication also know as body language, is any form of communication apart from the use of words spoken or written that makes meaning (Ivy and Wahl, 2014, p. 5).
 This may include the use of sign language, dress, posture, eye contact, walking, touch, vocalics, proxemics, etc. It should however be noted that non-verbal reactions and perceptions can vary in different cultures hence need to be cautious when applying them in varying communities.
Widely accepted and used research findings of Professor Albert Mehrabian emphasises the importance and impact of Non-verbal communication(7% (words), 38%(paralinguistic) and 55% (non-verbal physical behaviour) . It highlights the importance of nonverbal communication.

WRITTEN COMMUNICATION
Written communication is any form of interaction between individuals, groups or communities that involves written words. It is fast emerging as one of the most important forms of communication particularly in work/business environments.
With current level of global technological advancement particularly electronic communication ie, emailing (written communication) with its agility, cost effectiveness and ease at handling large volumes it is fast emerging as one of the most effective business communication methods.
It is essential that professionals at all levels master writing communication skills which are vital in day-to-day internal and external correspondences. Such documents may include writing of reports, contracts, brochures, proposals, press releases, and appointment letters, (referenceforbusiness.com).

ACTIVE LISTENING
Many researchers/studies have concluded that a person normally remembers roughly 25% to 50% of what they hear. People remember about 50% of what they discuss with their bosses, colleagues and customers. The main cause of this is simply poor listening. (Crockett, 2017).
Variation in technological know how and ethnicity diversity in workplace environments hinder effective communication(active listening) best example being variation in accent. Learning how to listen actively in today’s global working environments with such diverse ethnicity backgrounds is key to ensuring efficiency (Quintanilla & Wahl), p87.
Learning to employ nonverbal communication techniques like eye contact, facial expressions, tone and pitch of voice, gestures, posturing etc. play a key role in active listening and aiding verbal communication.
An active listener is perceived interested and engaged if he employs skills like paraphrasing (validates others and calls for deeper disclosure), probing (through questioning technique for better response), posture, and questioning techniques.  (Maud, Schriek, & Tinkler, 2017).
Listening effectively nurtures interpersonal relationships amongst work colleagues, with customers, superiors and wider community. It also plays a major role in determining an excellent communicator.
 “Giving effective feedback is a vital part of communication, whether inside or outside the boardroom or classroom”, (Dignen, 2014). Staff and customers’ feedback are now a key component of any successful company. Companies are investing heavily in training and capturing of information to help them improve quality of goods and services, ensuring employee retention and customer satisfaction. 

COMMUNICATION AT WORK
       Am newly employed at a chain supermarket one of the biggest in town. It is quite busy and common for conflicts to arise amongst employees and sometime with even customers. 
According to my line supervisor Chris, who has been at this supermarket for over 10 years, this Christmas rush was the busiest ever since the shop was opened. No additional employees were brought in to help with extra load despite administration having been advised and reminded several times
My line supervisor Chris is quite a proud, experienced, less educated and longest serving employee in the supermarket. He rarely takes  instructions and advice from anybody even the manager who is a bit younger than him but more educated.
We have on several occasions complained to the manager about his unprofessional behaviour, but nothing ever changes.
A day before we closed for Christmas a customer  complained about the poor service he received from Chris which upset him so much and chose to answer customer back, causing a very bad scene in front of other customers resulting into his suspension and awaiting decision from disciplinary committee.
ANALYSIS
First and foremost, the communication process in the supermarket is mostly one-way. The administration rarely takes advise or feedback from both employees and customers. It is very familiar with Shannon-Weaver or Transmission model of communication. All they have to worry about is making sure their instructions reach the workers not caring about the feedback or effects. (www.rmit.educ.au)
Secondly, there was no effort or willingness to listen to the employees or customers for sometime. Active listening would have been a solution to the problem even before the conflict arose. Showing that you care, interested and accommodative would have disarmed the disappointed customer and staff. The big ego and proudness of Chris would have been dealt earlier by listening to him, make his feel important and cared for.
By using the exchange model of communication making sure there is some form of impact would have helped in shaping Chris’ behaviour hence avoiding the scenario well in advance. Communication being one way or monopolised may have caused the havoc that arose. 
Learning how use nonverbal behaviour would have helped disarm the upset customer by helping to deliver apologetic message with a smile.
[bookmark: _GoBack]All in all the proper use of communication skills, learning the models of communication discussed earlier is key to solving problems in work environments.
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