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[bookmark: _Toc523165367]Introduction
The purpose of this report is to analyse how well employees perform at communicating in a small store from Romania (named here as store A). Store A is in Bacau, a city from north east of Romania with a density of almost 145,000 people. Store A sells women’s clothes from a brand with headquarter in Germany, and the team includes five team members (one store manager and four sales assistants). In the first part, this report will define communication, and will analyse how verbal and non-verbal communication are used in store A. In the second part, a conflict between team members will be analysed and see which actions had been taken to resolve it. In the end of this report, firm conclusions about how communication within workplace can be improved will be presented.
[bookmark: _Toc523165368]What is communication?
According to Maund, Schrieck and Tinkler (2017), communication is “the exchange of thoughts, information, or ideas between two or more people”. In addition, communication can be defined as “the process of transmitting information and common understanding from one person to another” (Keyton, 2011). This process requires a sender who delivers a message to a receiver, by a communication medium. Effective communication happens when the message can be understood by the receiver. This means that communication involves different skills like, speaking, reading and listening. As communication pass from the source to the receiver there is the risk for its meaning to change. Therefore, listening and feedback are two important aspects to make sure the receiver has understood the message. 
In workplace communication means sending verbal and non-verbal information, within workplace. In an effective workplace, communication place an important role in achieving goals. Workplace communication is very important because it helps increasing efficiency and productivity. As Covey (1990) indicates, when communication is effective, people will become more efficient and productive. Furthermore, in an organized workplace – where transparency is encouraged – employees know their goals at work and how this affects the work of others. 
When providing transparency within a company, an environment of trust will be created where employees communicate with each other at every level of the organization. However, communication is not always effective, but with many conflicts and misunderstandings appear between employees. Boone and Kurtz (2002) believe that, for a company to be successful, all information must be sent and received effectively, accurately, quickly and clearly.
At my previous workplace, where I was working as a store manager, I was faced with different missunderstooding because of bad communications. During a period of sale promotions campaign, Alina - one of our colleagues - focused on exposing articles from new collection, which we have just received in store, insted of implementing price reduction on articles from previous colection. This happened as result of not understanding that, the main objective for that week was selling reduced articles from previous collection, to make space for new collection in store. To avoid misunderstodings like this, I started having small meetings each morning, where we discuss about our priorities during that day, and weekly meetings to analyse results and to communicate with team members. By estabishing daily objectives and tasks, every team member knew what is to be done that day and what to postpone. In this case, the message was sent from manager to team members by verbal communication, through daily meetings. During meetings, I had to deliver to team members clearly information and ask questions, to be certain that the message is correctly understood. Meetings had to be interactive, everyone need to talk and to express their ideas. Furthermore, team members had to come up with ideas of how to improve results and to share their opinion regarding which way we will chose to achieve goals.
[bookmark: _Toc523165369]Verbal communication
Communication can be verbal and non-verbal. Verbal communication involves the usage of words. Verbal messages are created through language. “Effective communication involves accurate interpretation of others verbal messages as meaning is concreated.” (Maund, Schrieck and Tinkler, 2017). When we communicate verbally, the way in which words are spoken is just as important as the choice of vocabulary. Verbal communication can be both oral and written.
In store A, oral communication is used as meetings, face-to-face-discussions and over the phone. According to Bargiela-Chiappini and Harris (1997), meetings can be used to share  ideas, are intertwined with team work, and are critical modes of such communication networks. Meetings were usually planned on Monday morning and least one-hour long. Meetings always started with welcoming all team members and stating major topics to be discussed at the meeting. During meeting, I used to ask questions to members like ‘What do you think about that?’, ‘Does someone has a better idea?’ to obtain ideas from team members and to assure myself that the message is understood. All questions are welcomed during meeting and every team member need to be supported and shown concern. Every meeting needs to finish by thanking everyone who attended it.
Written communication is used on a regular basis in store, as employees are using reports, information materials, statistics, brochures and emails. Raports are used daily to evaluate the achievement of objectives, there employees can find their tasks and check schedule. Every week, store A receives merchandising information or champaign informations from headquartes. This informations must explained to each team member during weekly meetings and later, implemented in store. Furthermore, every week statistics about reasults are analysed with entire team during the weekly meeting. Employees can read brochures which include information about new arrivals, trends to improve their knowledge in fashion industry. Communication with headquarter is via email. Important changes are sent via email by the company.
[bookmark: _Toc523165370]Nonverbal communication
Nonverbal communication or body language is “communication other than written or spoken language that creates meaning for someone” (Ivy and Wahl, 2014). What is expressed through verbal communication is very important, but what people do not say can be even more important. According to Membrain’s (1981) research, only 7% of a receiver’s comprehension of a message is based on the sender’s actual words; 38% is based on paralanguage (the tone, pitch, and volume of speech), and 55% is based on nonverbal cues (body language). 
	During weekly meetings, chairs were arranged in a small circle so that everyone feels equal. In this way, team members were encouraged to actively participate to the meeting. Paying attention to team members body language tells how they feel about discussed topics. During a weekly team – while presenting new trends for autumn/winter collection – Alina seemed to be bored, she was playing with her pen while avoiding eye contact. By observing Alina’s body language, I knew easily that she is distracted. In this case, I tried to engage Alina in our discussion by asking her opinion about our new collection and if she has any idea about how we can promote new jackets that we have just received. As Alina was the most skilled team member in merchandising, she easily got engaged in discussion and came up with some ideas of merchandising to increase sale. 
In workplace, people need to check constantly their nonverbal communication because messages with negative connotations can be. Sometimes, when I was overwhelmed with too many tasks at once, I used to work with closed doors at my office and even if someone addressed me a question I behaved as being rushed and not too receptive. Behaving like this, meant to sales assistant that I do not want to communicate with them and I was perceived as unavailable. This behaviour created a barrier between me and rest of staff and they tried to solve problems without consulting with myself.
The way employees dresses is an important symbol that can influence the way others judge the employee’s behaviour and intent. Desiring to put the best image forward, companies recognize that “clothing is a symbol interpreted by the perceiver in the proves of impression formation, and it can influence perceptions of not only behaviour but intent.” (Galen, 1990). At work, team members are dressed in clothes from our store to show to customers that they also appreciate the products which they are selling. Furthermore, the company offers employee discounts to stimulate team members to wear articles from new collection at work.
[bookmark: _Toc523165371]Conflicts within workplace
From communication perspective, conflict is defined as “the interaction of interdependent people who perceive incompatible goals and interference from each other in achieving these goals” (Folger, 1993). However, some authors think that conflicts can have positive meaning. Deetz and Stevenson (1986), list three assumptions that indicate that conflict can be positive. Their assumptions are: conflict is natural; conflict is good and necessary; and most conflicts are based on real differences.
According to Brookins and Media (2008) “Employee conflict in the workplace is a common occurrence, resulting from the differences in employees' personalities and values. Dealing with employee conflict in a timely manner is important to maintaining a healthy work environment. Believing that a small conflict will simply disappear is an inaccurate assumption to make because simple conflicts can grow into major problems if not dealt with appropriately. Managers should understand the common causes of employee conflicts, so that a solution is found before the issues become unmanageable.” Disagreements can arise between colleagues or between a manager and his employee. 
While working in the store, I have had two co-workers that had different personalities – Alina and Maria. Alina has been working in store A for three years and Maria have been started for four months. From beginning, Alina did not like Maria and treated her with little respect, making different remarks to her and talking about her to other colleagues. Alina is the type that works slow but instead she pays much attentions for details, being very talented in merchandising and decorations. Instead, Maria seems that she is always rushing, she accomplishes ever task in time and she can find quickly solution, and everyone can rely on her when too many things need to be done. Furthermore, she provides very good customer service and clients love her. Because, Maria is new to the position, she was unsure how to handle this conflict, and she came to me to seek for advice. I have chosen a face-to-face meeting to resolve their conflict. I have carefully listened to Maria’s complains and I reassured her that I will find a solution. I have spoken with Alina in a calm manner and in the same time I try to listen and understand her. In fact, her upset was that she thought Maria is being too appreciated even she is working for only four months. I have explained to her that she is the best in merchandising, which is one of the most important aspect in our store and that Maria is being appreciated because she is fast and find solutions on time. I have also told her that to reach our objectives we need different skills, and all combined can make our team more successful. I have reminded her that gossip and mistreating of other colleagues is forbidden. After this discussion she apologised to Maria and they had a discussion in which they explained to each other their disagreements and agreed to communicate better for the future. In this case, conflict had a positive result, because after the two colleagues discussed they resolved their disagreements and they could focus more in achieving store’s goals.
[bookmark: _Toc523165372]Conclusion
Effective communication is an essential tool in achieving goals and maintaining good relations at work. To improve communication in workplace, managers must identify and clarify common goals and explain those to team members. Giving specified tasks to team members can improve communication at work. When every team member knows his duties and understand his responsibilities, efficiency can be improved. 
Communication can be improved by discussions during meetings where employees can express their thoughts about their tasks or about company’s goals. Employees can share their opinion and they can come up with brilliant ideas about how to achieve goals. Employees must be assured that their ideas are valued and that their opinion is very important for the company. Managers must pay attention to what team members are saying and thinking. In addition, managers must be supportive to employees, offer assistance and show that they appreciate them. According to a research done by Cascade, Human Capital Management (2017), by holding regular team meetings to inform employees about company updates, conflicts are reduced for 19% of employees, while frequent social events and team building activities would improve a business atmosphere, according to 23% of those surveyed. For nearly one in five workers (19%), better employee recognition – such as employee of the month awards – are a key way of reducing conflict and creating a more positive work environment. 
[bookmark: _GoBack]One of the biggest obstacle that employees face is when they cannot communicate with their managers. As a result, employees will avoid communicating important problems or asking questions. A good idea is to keep a “open door” policy towards employees, where they feel confident to share their opinions and ideas. Good communication within workplace will increase satisfaction towards team members and make them proud to be members of a team.
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