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Introduction

Effective communication in the workplace is a vital element on several levels, as it is through the exchange of ideas, messages, or information by word, signals, or writing that most of the work is organised. To better appreciate this invaluable component that enables individuals to engage in conversation and interact with others, we will explore the level of communication considering the Shannon and Weaver methods to explain how the misuse of one could impact on the outcome of the message creating delay/miss information or misunderstanding. Based on personal experience as a casual employee for Royal mail, starting from the recruiting process to the working stage, we will explain the communication system and methods this company uses to share information with temporary workers and whether a different approach from the employers can improve these performances.

Communication in the workplace
[bookmark: _Hlk8215331]
Communication is the ability to express our intentions, feelings, thoughts and information in spoken/written words, to engage/interact with others. According to Morgan, P. (2017, p245) “ The way in which we behave through various media  - our words, our facial expression, tone of voice, will create an impression of us in the mind of others.” Suggesting that our ability to positively influence others, in a developed cross-cultural awareness allows people to work in a relaxed atmosphere and establish relationships based on mutual support as a step towards effective communication; leading the individual to feel part of a group that works together towards the common goals of the company.
 In essence, we will discuss the various types of communication used between people/team to gain a better understanding of their function. As we are going to discover through this study, communication is not just the act of talking, but a very complex combination of these level together, where the misuse of one can generate a completely different outcome in how we deliver our message.
The three Level of Communication:
1. Verbal Communication
2. Para-Verbal
3. Non-Verbal communication 
Based on a study about the importance of the different aspects of communication in transmitting an oral message, the psychologist and university professor Albert Mehrabian’s proposed the model of "55, 38, 7." 
According to Mehrabian’s (1981, p50)
· 55% of the communicative message is assumed from non-verbal language (gestures, facial expression, posture);
· 38% from the para-verbal aspects (tone, rhythm, the timbre of the voice);
· 7% from verbal content.
Using a specific tone of voice, managing spaces correctly or putting the interlocutor at ease are therefore actions that can reinforce the message we are transmitting with words.
  
Verbal Communication 
 The use of oral statement is one among the foremost common ways in which people communicate with each other and is also the level of which we are most aware when speaking and writing. Seen as a key strength in individual, when we express/write our ideas, we try to choose words carefully, to ensure that the message is precise to the point and does not leave any scope for any misunderstanding. If we are in a formal context, we will use a more sophisticated language trying to build the discourse clearly and understandable, as well as persuasive, to arouse interest and curiosity in the interlocutor. In the workplace is used to share information related projects and procedure to follow and to distribute task over the team members who in turn would share a piece of information pertinent to their responsibilities with the other team members. 

Para-Verbal Communication
In oral communication, is the indicator of the tone, speed, timbre and volume of the voice; These are essential aspects because often without realising it we will convey meaning in how we deliver what we say. In the case of written communication, we have for example the punctuation and the length of the periods, elements that give the text rhythm and speed. Compared to the first level, we are less aware of these aspects. If it is common to prepare a speech or choose some words instead of others, it is less usual to decide the tone or the timbre of the voice. Professionals, especially those who need to prepare public speeches, are aware of the importance of para-verbal communication and suitably make use of it when presenting their ideas to win the attention of the audience, while “non-experts” naturally use this level, without paying much attention to it.


Non-verbal communication
[bookmark: _Hlk8652895]Body language, facial expression, signals visual and listening skills are all non-verbal type of communications; which we convey through our posture, eye contact, movements, in the space given and the interested displayed when someone talks; But is also related to our appearance. When we communicate in handwriting, calligraphy or type of card used are potential indicators which can reveal the state of mind or the care taken to edit and write the message. Again, we are not always aware of how these elements will show something about us and, vice-versa, how important it is to know how to read them to understand better who is facing us. In any case, the ability to interact with others, follow the appropriate behaviour, and maintain a clean and tidy image are considered essential factors in any work sector. Employers to avoid future misunderstandings, in written policies, informs employees to follow a code of conduct. A standard procedure to set expectations and behaviours in the workplace, which contributes to establish the culture of the company and share information within the workforce regarding how the organisation wants to set the production and the image of the business.

Model of communication 
A Recent study by Griffiths, B. A. et al. (2015) has referred to one of the bestsellers written by the psychologist and science journalist Daniel Goleman, “Emotional intelligence.” According to the author  (Goleman, D. 2006,p50) the perception and the harmoniously use of the three levels of communication, is strongly associated with social intelligence and interpersonal sensitivity meaning that being attuned with our surrounding showing an appropriate level of empathy and academic skills( oral, reading and written,) helps to encode and decode information correctly. Furthermore, choosing the correct medium to convey the message is the last but not the least critical part of effectively communicate in the workplace. Depending on the importance,  peculiarity,  urgency, and the number of interlocutors involved in the conversation, we will choose whether it is more suitable to speak in person, one to one if interpersonal, in meeting if small group; or to delegate to a more impersonal but still effective way to share information through media channels, such as email, web conference, messages to reach a broader audience. According to Shannon and Weaver (1948), this model is designed for effective communication to take place between a sender and a receiver. Originally intended to improve the efficiency and security of the landline and radio waves during the second war world time, this theory was later referred to describe the different concepts of communication and consist in some fundamental elements as described below:
· Sender – the person who wishes to communicate a message, 
· Encoder – the transmitter, in this case by speaking or writing.
· Channel – voice/media
· Decoder – extrapolate the meaning of spoken words, so that makes sense to the reader.
· Receiver – the person demanded from the sender.
· Feedback – it is a replay either to ask for clarification or to confirm receiving the message.
· Noise – Is an interference that may create a disturbance on the reception of the message. 

Working for Royal Mail “personal experience “
During the festive season, most people have the traditional use of sending cards and gifts to family and acquaintances through the postal services provided by Royal Mail, with a consequent increase in workload during this period. Thus, to maintain the productivity and distribution level smoothly, Royal mail annually calls for additional temporary staff to meet the postal deadlines either to avoid loss of profit and to preserve the credibility of its name on the market. Every September for informational purposes the internal recruiting centre will send an email regarding the re-opening of the position, for those who had previously worked as a temporary employee; otherwise advertised on most job search sites — starting a one-way correspondence that leads the interested in registering on the company's website. 
The following email will request to complete an online questionnaire used as shortlisting criteria from the recruitment team to choose successful candidates who would automatically be scheduled for the first available interview time slot. Generating an automated response to confirm the registration events date/time/venue and the documentation required to bring on the day. 
Due to the high volume of applicants, the events are usually kept in the conference room reserved exclusively for the occasion near the site. Organised as in a set-up recruitment centre, the team will swiftly interview with the candidates, to progress in the enlistment phase.  A very basilar and impersonal consultation is led to confirm the identity and crosscheck the evidence with the information given in the online pre-application to demonstrate the rights to work in the UK also to enable the company to run a security check on the candidates as the only requirements to proceed in the application. Every time, people who fail  to bring the correct information are sent away as not possible to further in their application.  If the evidence complies with the request a more detailed conversation is exchanged to inform and sign other documents related to Human-resource and Payroll System. Is then discussed the availability of different shift patterns and sign a pre-contract that would become effective once the security clearance arrives. At assessment completed, the interviewers will pass the documents to a valet who would accompany the candidates to seat in a waiting area leaving the documentation in a box. Following first come first served bases another employee will call the candidates retrieving documents at a time from the box. Allocating morning/afternoon/night shifts as requested he ends the registration process handling over letters which inform the starting date and the location. , Once security check result clear an email of confirmation would follow to notify employment starting date and address; also to inform of the induction day which would be performed on the first working day an hour earlier the chosen time shift. And every year I assist at the many people who miss to bring important because they misunderstood the message on the eemail. 
 Induction day 
On the first day, at nine o’clock in the evening, the temporary workers who have chosen night shifts as I always do would report their presence at the reception of a large complex where supervisors would welcome, and gather a certain number of people to create a group, before moving in assigned meeting rooms. There is given a chance for the supervisor and the new employees to introduce each other, before explaining through booklets and a power point presentation, the ethos of the company, including rules and info of the facility. Besides, thoroughly describe the health and safety procedure to correctly pick up heavy parcels and manoeuvre equipment to prevent accidents while operating.
 Taking us on tour to show where the facilities and the emergency exit are, through a labyrinth of corridors, rooms and stairs we finally pass through the door where temporary workers would join the workforce. Walking into a buzzy and noisy environment where tons of parcel and letters are everywhere an eye see, are delivered. Carried from one place to another to be sorted, many employees works in designed rings formed by yolks, the name given to this trolley, each correlated by a specific postal code to be filled with parcels showing the same postcode until full, to be replaced with an empty and repeat on and on till the end of the shift. Here Managers will impart orders to the newcomers dividing the group into small teams to join in the different rings and start sorting.
 Having shown through the years my capability to organise and complete tasks efficiently without supervision required, I have the pleasure to work alone in a ring where I sort the correspondence of the high numbers of south-east postcode. Sharing the workload with the formal employees and listening to their shared stories, gossip and point of view on the whole system while working I discovered that employees who showed respect towards their managers worked harder than those supervised by managers who had not built relationships based on mutual support. For example, one of the managers was considered unjustly promoted among the other employees who judged him for his slackness while working as part of the team. His team would not speed up pace to complete their task in time, showing complete disinterest in the distressed tone heard In his communication, while the others groups  who had growth found of their managers would have picked up speed making sure the urgent tasks to be completed by the deadline at their best ability. 

Conclusion
The key points of this assignment were to evaluate how employers effectively communicate in the workplace. Through understanding the different levels of communication, and the personal experience shared above, we learnt the importance to choose our words carefully; While being aware of the tone and the attitude used delivering the message. Furthermore, the popularity we reflect among the team as the most critical aspects of communication when dealing with co-workers. Building strong relationships based on mutual support, showing a balanced communication and listening skills and be part of the team as leader and non, should be an ability to develop for the whole organisation to ensure everyone works at their potentiality and assure productivity in the workplace. 
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