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[bookmark: _Toc18003738]Introduction 
In this report, I will analyse the effectiveness of the communication in my workplace. Taking into consideration that more than 70% of the employees are non-UK citizens, coming from more than 10 countries, having very different backgrounds and cultures, communication is one of the most important and challenging aspects in the daily activities. I will present verbal and nonverbal communication, in orders to establish which are the most efficient ways of communication and which methods must be improved. I will analyse the causes of some miscommunication situations that happened in the company through Models of Communications. 
[bookmark: _Toc18003739]Communication at the workplace
[bookmark: _Hlk17273583]“Communication is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people. The process requires at least one sender, one receiver, and a message that is transmitted within a communication medium. Is begins with an idea or concept in the mind of the sender. He or she encodes the idea into meaningful symbols in the form of words, pictures, or gestures. The sender then selects a medium to transmit those symbols so the receiver can access them through one or more senses. The medium can be a face-to-face conversation, a piece of artwork hanging in an art gallery, a text message, or any growing number of electronic transmissions media. When the receiver receives the message, he or she must decode the symbols on order to interpret the message and understand the intent on the sender.” (Maund, A. Schriek, M. Tinkler, P. 2017 p.45) 
The performance of any organization is possible due to effective communication. In order to be efficient, organizations are organised in specialized departments that are structured on hierarchical levels. As a result of these characteristics of the organizational activity, the efficient change of information among departments and employees is directly influencing the company’s performance. 
The manager of the company is the person that must manage the company’s capitals such as material resources, financial and human resources and does have precise jobs like scheduling, organising, commanding, directing and monitoring. All these functions include communication within the company as with employees and communication outside the company with customers, partners, and other stakeholders. 
The success of the entire company rest on the efficiently of managing these resources, but most important the ability to manage a fourth resource, the information. Moreover, the circulation of information is the linking key in managing the other resources. 




[bookmark: _Toc18003740]Verbal communication

Verbal communication represents all types of communication in which words and onomatopoeic words are used. Verbal communication can be oral and written. Furthermore, oral communication can be structured in face to face communication and distance communication like virtual communication. 
[bookmark: _Toc18003741]Verbal communication at my workplace

In a fruit packhouse the most efficient communication ways must be used among the management team and the operational team in order to achieve a good level of productivity. For this, I believe about 30 percent of the messages are transmitted through written communication and the rest though oral communication. 
For written communication, the most used tool is email. Ensures communication between tactical and operational teams and customers. Hundreds of emails are sent every day and the effectiveness and formality of them are directly influencing the productivity. Through emails are send updates, issues, meetings outputs, changes and new directives that must be implemented. This are usually short, brief and on point, using a formal style, in order to avoid misunderstandings. 
Another type of written communication used are reports. Excel sheets or PDF’s used to analyse the data transmitted by the software that tracks the packhouse activity. This is the most efficient way of transmitting information regarding productivity and the impact of implemented strategies.
A less formal type of written communication, but very efficient is via SMS or messenger. In some situations, messenger can be more efficient than email because is allowing the transmitter to know if the receiver can see the message at a given moment and it’s also informing the transmitter if the message was received, leading to almost instant feedback from the receiver. 
The written communication is very effective because the information is transmitted in an objective way, briefly and on point. Moreover, the noise is affecting the message at a minimum level.  However, this method does have some weaknesses regarding the rapidity of receiving messages and feedback. 
Oral communication is the most used form of verbal communication, being the fastest way of transmitting information. In the packhouse is used face to face communication and distance communication via phone or virtual communication tools. 
Face to face conversations are often used in meetings, interviews and any time information must be transmitted fast with immediate response from the receiver. 
At meetings, usually the conversation is conducted by the manager using a linear model, formal and centralized causing some challenges regarding participants engagement level. However, for most of the situations, having one or two people that do the talking is efficient.
A face to face dialog is an effective way of communication, and the most used form of oral communication. However, the noise level is very high, and the information can be decoded in a different way by the receiver, leading to low productivity caused by misunderstandings. 
Misunderstandings occur most of the times due to language barriers, accent, transactional communication and by not listening actively. Listening is one of the most important components of effective communication. Even so, many times I or my colleague are not listening to each other. I find myself many times having a conversation and instead of active listening I am formulating my response, not paying attention for the entire conversation. 
[bookmark: _Toc18003742]Nonverbal communication

Nonverbal communication represents all types of forms of transmitting a message other that using words. As Ivy and Wahl (2015) said “communication other than written or spoken language that creates meaning for someone”. 
A very regularly mentioned statistic on nonverbal communication is stating that 93% of the information is transmitted through nonverbal communication. Therefore, only 7% of the information is communicated through words, 38% through vocal elements and 55% using other nonverbal elements such as facial expressions, gesticulations, attitude. (Mehrabian, 1981)
There are many ways of transmitting information using nonverbal communication, these can include facial expressions, vocalics, body language, physical appearance, haptics, proximity, and environment. 
According to Ekman, P. and Friesen, W. V. (2003), facial expression are the blueprints that permit the understanding of human emotions. These blueprints display emotions like anger, happiness, surprise, sadness and so on through movements of the eyebrow, eyes, forehead, lips, nose, cheeks. Facial expressions can transmit emotions even when are supposed to be hidden. 
Vocal expressions denote the way people use their voices when communicating. Furthermore, vocal expression consists of the tone of the voice, pitch, rate of speech pronunciations, etc.  Vocal expressions are very important because can transmit many information regarding the self-confidence, knowledge, and emotions of the speaker. 
Body language is another important element of nonverbal communication, it represents the conscious and unconscious movements and positions through which moods and feelings are transmitted.
According to Cuddy, A. (2015), body movements and postures, not only influence others perceptions about as but also influences the mind, which further influences behaviours.  There is a direct connection between body postures and the hormones that are influencing the behaviour like testosterone and cortisol. Powerful posturing is linked to high levels of testosterone which leads to increased self-confidence, effective communication, risk-taking and so on. On the other hand, powerless postures are linked to high levels of cortisol, the stress hormone, which can obstruct effective communication, problem-solving ability and expressing new ideas. 
Awareness regarding the body movements and postures expressed by others is very important in the workplace because it can influence the dynamic of a meeting or negotiation and can lead to favourable outcomes. 
Space and environment. In communication, the environment represents the surroundings that can influence the effectiveness of communication, attitudes, and behaviour. People are predisposed to behave in a certain way due to factors like design, colour, illumination, temperature, and cleanliness. (Maund, A. Schriek, M. Tinkler, P. 2017)
Proximity is the physical distance that interactions take place and can influence behaviours. Hall, E. T. (1963) recognised four zones of space. First of them is the intimate zone, between (0-18 inches), this zone is reserved for family and very close friends. The second one is the personal zone, from ( 18 inches- 4 feet) reserved for friends, the third is the social zone (4-12 feet), ideal for strangers and business environment, and the last one,  the public zone (more than 12 feet) ideal for public events. 
[bookmark: _Toc18003743]Nonverbal communication at my workplace

Most of the nonverbal communication cues transmit formality and regulations. The way space has been designed, seating arrangements, dress codes, signs etc, all of this shows a very strict environment.  
The dress code must follow safety regulation using High Vis Vests and safety boots. The distance between the packing machines is small, allowing employees to stay very closed one to another. When I started to work here, I was bothered because I had to be so close to so many people, and according to Hall, E. T. (1963), sometimes people were in my personal zone, or even intimate zone if it was a crowded day, causing discomfort. 
Being a large noisy place, the packhouse makes people use body language when talking through distances larger than 5-6 feet. Moreover, this method is often used due to language barriers, many employees do not speak nor understand English and when nobody can translate for them, body language is used. However, this method leads to misunderstandings most of the time.  
Other nonverbal communication channels are signs and symbol use most of the time to ensure health and safety at the workplace. 
[bookmark: _Toc18003744]Communication challenges 

For this chapter, I would like to analyse the communication challenges that I have faced in my fist weeks at the company using Berol’s Model of Communication. 
Looking back and analysing conversations, I believe many of the issues were caused by the lack of knowledge, language barriers and nonverbal cues. 
The Line Leader that I was assigned to, had a high level of knowledge regarding the job, but very poor communication skills, using specific jargon for that workplace, many times speaking using a high tone, vast gesticulations and unpleasant attitude. 
The information was hardly decoded by me, may times in the wrong way. I did not have his knowledge, I did not know the jargon or abbreviations used in that workplace and his attitude made me be afraid to offer any feedback regarding my understanding. 
[bookmark: _GoBack]A good solution for this situation is using KEYS process in order to evaluate the verbal and nonverbal transmitted cues, and the professional context. Moreover, to reflect upon communication after the interaction was ended.  
[bookmark: _Toc18003745]Conclusion

Summing up, the performance of any organization is directly influenced by the effectiveness of the communication. Communication is realised through verbal and nonverbal methods like written messages, face to face conversations, facial expression, vocal expression, body movements and postings, proximity, environment, and physical appearance. Communication can be linear or interactive, centralised or decentralised. Misunderstandings in communication can be caused by physical noises or noises produced by different educational, cultural or language difficulties.  Furthermore, can be caused by the lack of awareness regarding the messages transmitted through nonverbal cues. A good method of improving communication is applying the KEYS process, and to listen active. 
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