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1. Introduction

The purpose of this report is to discuss the importance of communication in human life, with particular insight in the context of work. This study will be based on my own work place experience (Pret a Manger restaurant, in West One Shoping Centre, in Central London), where it will be study the interaction between the employees and employers, their performance and, finally, trying to provide aspects to be improved regarding to communication. 
2. Description of working place

My workplace is Pret a Manger, i mentioned above, which is an restaurant of fast food, founded in 1983. Its organizational estructure is divided between its stores and main offices. The London head office is the hub for all UK stores. Each store contain levels of position that starts from team member to the general manager of the store. Above of this position, is Operations Manager (O.M.), who is charge of group of 10 stores in average. 
[bookmark: _GoBack]In my store in particular, base in Bond Street, inside the west One shopping Centre, i work in the kitchen as a Team Member Star. Apart of the kitchen, there is also, the shop or frontdesk, where they deal directly of customers. Back to the kitchen, the main task is do the sandwinches, in a very speed way and after taking tham to put in the shelf. During the day there is four productions (first production, second production, variable and on demand): the first one, has to be done necessarily by 8.00 a.m. because it is selection time, in other words, is the time all the produts must to be ready and put on the shelf for the customers. From this time, until 3.00pm, all staff has to work hard to mantain the selection. However, every week, the shop performance is evaluated by one “mystery Shoper”, someone from Head office, will come as a customer and observe if everything is according to the Pret Standarts, mainly the selecton because is the only item depends on the kitchen. Therefore this mystery shopper has to produce a report base on his visit with the evaluation and classification. If the shop has minimum rating of 80% in all categories, the staff guarantees what they designate as a bonus, that is, more 1 pounds per each hour worked in that week. Otherwise all members, with the exception of manager and assistants, lose the desired bonus.
After finishing the first production, we take about 10/15 minutes break (team brief), this space of time serves for two purposes: first, to eat anything quickly and second, to talk about work, which went well or bad. then we start the second production which, by its must must finish between 10:30 and at the latest 11 hours. From 11a.m. we start going on break and when we back from the break it is normaly the time we star doing the variable production, that usualy is smaler than the two firs ones. On demand production is basicaly in afternoon and, as the name suggests, consists of making the products as they are being sold in order to keep the selection on the shelf. 
Analize of Communication in the working place
3.1 Communication among the employees

Analyzing the communication in a workplace with these specificities requires considering several aspects with emphasis on the speed of execution of the products. However, it should be noted that the "space of time" in which the massive communication occurs is in the so-called team brief or when for some reason or another someone is called to the office for a restricted conversation. In rest of moments, there are only small fragments of conversation but they are not less important for the effectiveness of the work that is intended.
It should be noted that communication is a factor of extreme importance for the execution and performance of this type of work, because we are talking about a restaurant whose main function is to sell food products to customers. Therefore, this is done by communicating not only between its internal members but also with its target audience. Communication is a vast and rich subject that has been targeting of multiple studies and researches by several authors throughout history. However, this analysis intends to cover only some aspects of this huge thematic and fit them into the functional reality of mentioned company. In general, it can be said that we observe mainly verbal communication both written and spoken although it is not to ignore a certain portion of nonverbal communication. In witch concerned my area kitchen, the dose of non-verbal communication may be higher compared to the shop, because the work is manual, so many gestures are used, principally in the training of new team members.
Within these specificities, if we look at the way communication is processed and its respective analysis, we quickly conclude that it is manifested in multiple forms and aspects. To begin with, let's take as an example that is verified among the employees. During production, where everyone is focused on making the list of products (sandwiches) that is attributed to each one, a cycle of quick questions and answers about the ingredients is very frequent. 
"Open Italian cheese?" and the response must also be immediate according to the case: "I have it here or just finished, open a new one. Or I used it but I put it back in the fridge”.
 This small example finds a theoretical framework in the so-called decentralized model of communication, which was made known to us by Griffiths, and Dunham (quoted by Maund et al. 2017, p 56/57). They suggested that this situation occurs “when groups exhibit more balance in terms of who speaks and with what frequency, the group has a decentralized communication structure.” Although this small sample leads us in the direction of a decentralized communication, there are also several other examples in which its opposite is verified, in other words, centralized communication that happens mainly in the communication with the General Manager (GM) Henry Obamwonyi, better known as Colins, as we will analyze further on. 
For now lets focus on communication between us the employees.  This model of communication in our context, I repeat, where we must work with extreme speed, is effective and productive because it saves us time in making the sandwiches. We also find other forms or typologies of communication between us in the kitchen, such as verbal communication, mainly spoken face to face. 
Some scholars speaks of the usefulness of the use of communication skills especially in the workingplace, is the case of (Holmes, 2011 p.33), when he states that people are frequently communicating in a different ways, from the moment they wake up to the moment they sleep. The author went  even further claimind that, this communication is, in one hand, consciously, when we use the words, and in other hand, is subconsciously, when we essencialy use non-verbal communications skills like body language. when we are communicating, we are automatically influencing how other people think about us. (Morgan, 2017, p. 245) for his part, underlines that: “our words, our facial expressions, tone of voice and so on – will create impressions of us in the mind of others”.  
As mentioned earlier it is at the time of the team brief that there is the largest volume of communication between the members of the team that includes team members (TM), Team member star (TMS), Team Member Trainer (TMT), Team leader (TL) and sometimes assistant kitchen manager (AMK). This conversation, In a first part, the TL (Nathaniel Conte Barat), gives us information about something new  or change in production. In the second part, he usualy talks about the productivity of team members, especially those who did not reach the necessary productivity and reinforce the need for everyone to do their best, to try even harder to have the selection on time, otherwise, it is him who suffers the consequences with the management. This conversation is mostly unilateral, because is TL and somethimes the AMK who speak and there is no little space for the feedback unless when they ask direct questions.
This communication could be more effective and contribute to increasing the productivity of the people concerned if the TL and AMK also listening the other party in order to try to understand the difficulties. But instead, they simply set out their ideas based on the observed fact and the standards of the company. In my view, two reasons contribute to this: one of them, is related to limited time, because it is in the middle of the first two productions, the most important ones, in terms of selling and the second reason is the pressure coming from above, in this case, from the GM. The pressure of time, of doing everything quickly and well, assumes here an essential factor. 
Under pressure, people are closer to the risks of failure than to the demands of excellence, (Weinsinger and Pawliw-Fry, 2015, p. 17). Even taking the pressure factor into consideration, the TL and AKM could use one of the types of listening, like critical one which is to evaluate the message that is being received as a way to better understand the other side and try to help. Quintanilla and Wahl (2017, quoted by Maund et al. 2017, p. 90/94), 
As can be seen, communication and its many facets are central to our performance in the kitchen.
3.2 Communication between the employees and manager

Regarding the communication that the GM establishes with us, important to mention, that it always comes when we are almost finished the first production, and often, he makes its first communications in that moment, especially when it comes to making some complaint. And as it is obvious, the attention at this time is greatly reduced because each one is focused on finishing his/ her bench on time. This is a barrier to the capture properly his message. 
 In fact, is a very talkative person, speaks fast and, most of the times, out loud. When you talk to him slowly he tends to cut you trying to anticipate you in the conclusion. Another aspect important to him is that he talks more than he hears and is often repetitive. His communication with us is mostly verbally, speaking and with a very accented body language, since it gestures a lot. He is an observant person and, as mentioned before, his communication with us is centralized. This last aspect finds favourable theoretical foundation in the visions of Griffiths, and Dunham (quoted by Maund et al. 2017, p 56), when they suggest: “of course, due to logistical and time constraints on any given meeting, not everyone can be expected to comment on every topic”. 
However, (Zeus and Skiffington, 2006, p.172/173) emphasize the need for a manager /coach to like listening, to be an attentively and emphatically listener, in other words, to listening to understand the speakers point of view without judgment. These authors go even further, exemplifying that, studies reveal that poor listening skills are often listed as the main cause of conflict between managers and employees. Therefore, they consider that is extremely important that manager has to “establish a trusting climate, listening, questioning, empathising and communicating ideas clearly”.   
The authors, based on their researches, also recommend necessity for the manager to adapt his communication to his employees in a gradual way until the ideal point is reached.




3. Conclusion


Having reached this stage, in tune with everything that has been referred through my own experience at work as well as the theoretical basis, It can be concluded that the dynamics of a fast-food restaurant kitchen have very strong imperatives, and these imperatives, in part, do not allow the implementation of communication techniques more favourable to new members in particular and the productive effectiveness of all kitchen in general. This reality is imposed by the exterior (customers) and their agitated lives in a mega metropolis such as London.
However, however, as business agents that we are mainly the team responsible for management has to be able to not allow the pressure to affect negatively their performance, as researchers (Weinsinger and Pawliw-Fry, 2015, p.7) 
Other aspect that can be improved by the GM for example, when is in a conversation with his staff members, he needs to learn to be more patient and listen. This way, all of us will avoid making mistakes related to the bad communication or misunderstands. And, in the end this will allow us to better perform in our respective functions.
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