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Task: Based as much as possible on your own and /or friends’ real life experiences discuss how well employers perform at communicating. Using your findings and what you know from theory, reach some firm conclusions as to how workplace communication and performance of employers can be improved.

Introduction
[bookmark: _GoBack]The assignment will look at how well employers perform at communicating in the workplace and include looking at concepts of communication. Reference will be made to the Shannon and Weaver theory of communication. Conclusions will be made as to how workplace communication and performers of employers can be improved will be made.

What is communication
According to Griffiths and Dunham communication is “the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people” (Griffiths and Dunham, 2015 in Maund, Schriek and Tinkler, 2017, p47) requiring a process that includes a message being sent from at least one person to another.  Communication can be verbal or nonverbal, including written communication, body language, signs and symbols. Communicating effectively and regularly are important factors in demonstrating good leadership (Morgan, 2017), therefore it is important for an employer to be able to communicate well with their employees. 
In 1948 Claude Elwood Shannon and Warren Weaver created the Shannon and Weaver theory of communication to explain the concept of communication. This model provides an explanation of the steps of communication. According to their model there are 8 components that impact on communication;
THE SENDER: This is the source of the communication which starts the communication process. This can be an individual or a group that wishes to communicate a message to another individual or group. The sender holds the idea or concept which they wish to communicate.
THE RECEIVER: The intended recipient of the message.
ENCODING: How the sender encodes the message that they wish to pass on into understandable communication, this could be into words, signs, symbols or body language. 
DECODING: How the receiver breaks down the information into a format that they can understand.
MESSAGE: The information which is being sent from the sender.
TRANSMISSION MEDIUM: The route that a message takes to reach the receiver, this can be verbal or nonverbal routes, for example email.
NOISE: Interference which can distort the intended message of the sender which results in it being misunderstood by the receiver. 
FEEDBACK: The receiver provides feedback which will inform the sender whether they have communicated their method effectively. However the feedback will be sent back using the same process of communication. 
An example of this process is a sender typing a thought that they have, therefore they have encoded that thought into written words. They then send that message via the transmission medium of email to the receiver. The receiver then decodes the message from the words in the email to their thoughts to understand what is being communicated. The receiver would then respond to the message if they feel that this is required. The response would provide feedback to the sender as to whether the intended message was understood. In this instance, noise could be technical errors which resulted in an incomplete or undelivered message.
Cutlip and Center (1952) developed the 7 C’s of communication to try to prevent the noise which can make a message not come across as intended. These are Clear, Concise, Concrete, Correct, Coherent, Complete, Courteous (Gilbert, 2012).

There are many ways that an employer can communicate with their employees. They can communicate verbal instructions either face to face or on the telephone, deliver presentations and activities to train their employers, they can also communicate via letter and email. 
Some employees find that communication is more effective within smaller organisations. This can be when the employer is leading a small team without a large management structure that the message has to go through before reaching the employee. This allows an employee to be able to easily communicate directly with their employer also to ask questions and gain clarity on their role and responsibilities without their direct line manager sometimes themselves have to seek the answer from another person as they are may be delivering messages about the company from a manager in a higher position with them. 
To improve the performance of employees, an employer should make sure that they obtain feedback on their messages to their employees to ensure that they have understood the intended message or instruction. This is a key component of the Shannon and Weaver model of communication as whether a message is received and interpreter in the way it was intended by the sender, can depend on the ‘noise’ impacting the message as well as  how the receiver has decoded the message.  This can impact how accurately a message is received. This is important as people can have their own understanding of different meanings and their own interpretations of words, signs and instructions and by gaining feedback and clarification you can make sure that the message has been understood as intended and this will allow the employee to act upon the message appropriately. If a message has not been understood correctly then an employee may not understand what exactly they are being asked to do or may underestimate the urgency of a task that needs doing. This can lead to them not completing a task to the expectations of their employer or allowing a task to remain uncompleted that the employer felt needed to be prioritised. Therefore gaining feedback and clarifying understanding would help to develop employee performance as you can make sure that the employee understands what they are supposed to do, how they are supposed to do it and whether there is a deadline for a task to be completed. 
A consideration that needs to be taken into account when having verbal discussions with colleagues or employees is how messages are delivered and the non verbal communication that is being used alongside the words that are being spoken. Mehrabian’s (1981) research into nonverbal communication found that messages are understood mostly through the nonverbal cues that accompany the words being spoken ie body language, facial expressions, eye contact and even the physical space between the people that are communicating . Mehrabian determined that when listening to a message, a listener will interpret the message using the components below at the following percentages:
7% Verbal cues – the words being used
38% Vocal cues – the volume, pitch and rhythm in delivering the words
55% Facial expressions and other body movements.
(Griffiths and Dunham, 2015 in Maund, Schriek and Tinkler, 2017)
As facial expressions and body language make up a high percentage of how a message is interpreted, to communicate well a person should be mindful of how they present themselves when they are speaking to avoid miscommunication and a misunderstanding of the intended message. A person will be deemed honest and truthful if their words appear to match with their vocal cues and body language.

A situation that does not demonstrate good communication with employees is where an employee has made a mistake at work and instead of speaking with that employee individually to address the problem, the employer sends out messages to all of the team to direct and advise them in how they should complete their work. This can be inappropriate especially if some of the other staff might know who made the mistake and then they may resent receiving the message if they feel they have not done anything wrong and should not be receiving this instruction. It might also create conversations in the office about who made the mistake and lead to gossip which is unhelpful to the achievement of organisational goals (Morgan, 2018). Morgan argues that “email and other forms of one-way communication (e.g. newsletters) might be effective for communicating for a lot of people at one time, but are not always the most effective if you want to deal with a sensitive issue that is relevant to just one person and where written communication is likely to lead to misunderstanding” (Morgan, 2017 p247). In addition to this, by sending a message like this to the whole group, the person that the employer mainly intends to benefit from the direction may not feel the need to respond as it can be deemed as a one-way information message. As a result of this the employer would miss out on an opportunity to make sure that the information in the message was understood by the employee and that they will be able to act on the information. This is a missed opportunity to support the employee in developing their performance at work. To be able to support their performance the employer should speak to the employee on a one to one basis where they can provide supervision and guidance to the employee and understand if there are any difficulties that are affecting their performance at work. Although it would be quicker to send an email, by having the discussion with the employee then an employer can make sure that they understand the concern and explore reasons for the concern. If the employer feels that there is a wider issue of performance across the whole team then it may be appropriate in this situation to send a message to the whole team and identify within that message that it is not aimed at one employee but explain their view that it should be addressed across the team. Within that the employer can invite the team members to speak with the employer if they should need clarity on the email or to discuss any issues affecting their performance so that they can look at ways of supporting them in this area.

Employee performance can also be improved by the employer listening to their employee’s views and suggestions. Listening is also an element of communicating as by listening you will be able to understand the message being sent to you rather than just hearing the message without giving it any concentration and not taking it on board. Morgan argues that ‘your ability to listen well will have an impact on whether others feel respect towards you, whether people continue to communicate openly with you (‘I’ll not bother – he never listens to a word I say anymore’, which can have significant implications on decision making in management) and the broader impression that people will have’ (Morgan, 217 p266). A lot of employees would prefer to work for an employer that listens to their view and that they feel more respected when they feel that their opinion and suggestions are taken on board. This does not always mean that the suggestions can be carried out, but by listening to their view it demonstrates that employer is interested in how their employee feels about the day to day work that they are doing and that they are able to consider how improvements could be made to improve the performance of the employee and the performance of the team as a whole. In addition to being able to consider the employees view, by feeling respected and appreciated an employee may feel happier and more content within their role. If they are happier in their role this creates an environment that encourages them to be effective workers and perform better in their role. 

In conclusion, this assignment has looked at the concept of communication and looked at the Shannon and Weaver theory of communication and the 7 C’s of communication. Examples of how employers communicate with their employees have been given and conclusions have been made as to how workplace communication can be improved to improve the performance of staff.
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