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Introduction
Effective communication is considered as a crucial aspect of the workplace. More specifically, the method through which the ideas and information are exchanged within the organisation is called Workplace communication. The communication will be considered effective when the messages are sent and received correctly, therefore it is observed from the study of Clement and Murugavel, (2018), that effective communication is significant for success and progress in all aspects and departments of an organisation. There are various impacts and benefits of effective communication at a workplace, such as building a positive culture, avoiding confusion and mismanagement, Clarity of goals and objectives of the organisation and determination of accountability. 

About Communication
Communication in the workplace is utilised in order to assist the employers in working together along with helping them in performing tasks assigned to them effectively. There are various types of communication, which are used in an organisation or a workplace. They are often called as Verbal, Non-verbal and Written Communication (Taylor, 2017). The use of all three types is essential in performing various day-to-day functions of the organisation. They are helpful in managing a large group of people, sharing ideas, delegation of roles and responsibilities, assigning various tasks and managing the teamwork effectively. Therefore it is interpreted by the study of Buhalis and Amaranggana, (2015), that the communication skills among the workplace are considered as effective an essential in the determining success of an organisation as are the management skills.
Types of Communication
Various types of communication are used in the workplace; among them, the most significant methods are known as, verbal, non-verbal and written communication.
1. Verbal communication
It is defined as the effective use of language in order to transfer information via oral or sign language. This method of communication is among the most widely used and considered as the most effective one while considering presentations, video conferences, telephone conversations, and one-to-one conversations (Gillespie and Schiffman, 2018). Oral communication is considered as the most significant among other methods of communication because it is the most effective one. Moreover, it is observed that the use of verbal communication, along with non-verbal and written communication, can be more effective.
2. Non-verbal 
The use of non-verbal communication is utilised when we need to provide our message in a language other than oral communication. The use of facial expressions, gestures and body language are usually utilised in non-verbal communications for conveying information to others. As mentioned above, your body language and facial expressions play a crucial role in the effectiveness of your communication with your employees (Rajini, 2016). Among the workplace, such as in Tourism, Non-verbal communication is used effectively as various tourists who do not understand the foreign language can be addressed by using our smiling and welcoming gestures. Non-verbal communication helps to understand the thoughts and feelings of others.
3. Written mode of communication
Written communication is the writing or typing of the message, which we need to convey to our listeners or the group of people with which we need to address. Among the workplace for example in Tourism, we can use different writings through which we can share our message to the tourists. This is beneficial because it contains reference information (Chan, 2019). Writing is often used to share information through various brochures, letters, emails, memos, books and blogs etc. There are various mediums of written communication; however, email, letters, and chat messages are known as the most used written method communication used in the workplace. 

Models of Communication
There are various Models of communication which have been presented by famous researchers. Some of the most renowned and popular ones are as follows:
1. Shannon and Weaver Model:
The model which is presented by the US mathematician C. Shannon and an engineer W. Weaver provided a theory related to different styles and modes of communication and conversation (Hertzman and Zhong, 2016). Their theory is famous and well-known and also called as Information theory. Their style is recognised commonly because it is adopted by various courses of communication after their implementation. The theory of Shannon and Weaver is made of five subsequent essential things:
· A unique and distinct source of Data, which usually produces a message.
· The use of a transmitter, which usually encrypts the particular communication.
· The use of a significant channel.
· A distinct receiver, which decodes (restructures) the particular communication.
· Finally a significant destination, where the communication happens.
Significant benefits of the model:
The benefits and strengths of Shannon and Weaver’s model are as found as plainness, generalization and quantifiability. These advantages are the significant reason that this model has been popular among numerous academic disciplines.

2. Schramm’s Model:
Another theory is provided by the famous theorist of communication, W. Schramm. He became famous due to the designing of an easy device communication model in one of his books, which is known as “The course of action in addition to Effects involving Mass Communication.” In his model or theory of communication, he simply provided that the essential communication usually requires three elements, which are known as a sender, the resource and the receiver or the desired destination (Hassi, 2019). 

3. Berlo’s S-M-C-R Model:
The third model or theory, which is significant in understanding the modes of communication was provided by David K. Berlo, who was famous for being a communication theorist and consultant, who had developed a model named S-M-C-R model of communication (Taylor, 2017). 
The fundamentals of Berlo’s model of communication are as follows:
· Source: The first component of the above model is known as the source. As we understand that all the communication must be coming from any sources. The source can be a single person or a group of people in the company. 
· Message: the message is information and the viewpoint with information are sent by the message source. The source must choose the code or language used to send the message. 
· Channel: A channel is a method for sending messages via telegraph, newspaper, radio, letter, poster or other media.
· Receiver: The receiver is considered as the last and final element in the process of communication. They can be a group of people or audience of the message.

Communication at the Workplace
Improving communication starts with meeting your business intent. In general, effective workplace communication can distinguish good leaders from good leaders. Communication in the workplace defines organisational goals and helps colleagues work together. By learning and developing good communication skills, you can succeed in your career, become a competitive job seeker and build relationships (Gillespie and Schiffman, 2018). Although this takes time and practice, it can certainly improve and improve communication and interpersonal skills
Tourism is considered as a profession in which we have to deal with various people on day to day basis, which are usually not expected to understand our language. Being a customer service agent at a Cruise company, which is present along the river Thames in London, there are various tasks and responsibilities which needs effective communication along with effective dealing and taking care of the tourists (Buhalis and Amaranggana, 2015). The communication at the cruise ship workplace environment is significant because it is used among the management and the employees, and the employees to the customers. If there is effective communication sued among the management and the employees, then there are significant chances that the customer experience will be of significant value. 
Moreover, effective communication allows everything to be done smoothly and allows employees to build good relations and friendship easily. It is also significant that among the workplace such as cruise ship, the ability to communicate efficiently is one of the most important things because there are often colleagues from different corners of the world as well as to be able to work as part of a team, which usually includes a supervisor, team manager and director (Buil, 2016). Therefore it can be understood that we have different structure and different levels of communication experience. 
Some of the significant models of communication which is used at the cruise workplace are as follows: 
Management to employees:
During the start of the day, the management usually informs the team manager about the tasks of the day in the morning meeting, this communication is then passed to the team leader, who informs the customer service agents who perform the daily tasks with their customers and discuss among them about their goals, transactions and how to manage various tasks of the day.
Regular Meetings:
Early in the morning, there are important customer briefings, during which each customer service representative is informed about what time they will start, which ship they will work on when they are expected to complete it (Gillespie and Schiffman, 2018). Moreover, their goals, bonuses and above all, how they can be creative and productive while dealing with the tourists, customers and colleagues so that they can make the day better and complete the task successfully.

Barriers to effective communication 
There are various barriers, which are experienced while dealing with day-to-day customers and tourists at the cruise ship. The most significant among them is known as the foreign language barrier.   
Language barrier
The speaking language and the understanding of various languages can be a significant barrier considering workplace communication at the cruise ship. However, even if you communicate in the same language, it can become an obstacle if the recipient does not fully understand the terms in the message (Hassi, 2019). For example, recipients who are unfamiliar with the terminology used will not understand messages that contain many technical terms and abbreviations. Regional spoken and expressed expressions can be misinterpreted and may even be considered offensive. 
Physical Barrier
The physical barrier to communication can be caused by the physical condition of the recipient. For example, a hearing-impaired receiver may not be able to fully understand the content of the oral conversation, especially in the presence of unnecessary sounds present in the background (Taylor, 2017). Although through the evidence of modern technology, the physical obstacles can be reduced efficiently, however the pros and cons of the communication channel must be well understood so that the correct channel can be utilised to overcome the physical obstacle (Williamson, 2018).

Overcoming Language Barrier
Studies have shown that language barriers can influence tourist destination choices and cost decisions. As a result, the tourism industry has made a great effort to overcome the language barrier between customer service agents and tourists (Tripathy, 2018). Due to a large number of languages ​​used in the world, the language of the visitors is probably different from the language of the host. There are a few steps which can be taken to overcome the language barriers which can be faced during the workplace of the cruise ship, in order to deal effectively with tourists.
· We should use powerful and confident voices. Especially when the information is being provided to a group of people, or you must use strong voices so that everyone can hear you easily. Confidence is essential while speaking so that our thoughts are clear and easy for others to understand. 
· Use of effective body language, facial expressions and smiling gestures for effective transfer of the messages among the cruise ship workplace (Rajini, 2016). Moreover, as there is a difference of language common in the tourism sector, therefore this is considered as the most effective mode of communication during dealing with tourists.
· We should use active listening. The other side of using verbal communication is to listen to others. Active listening skills are crucial during the meetings, presentations or even entering into one-on-one conversations. 
· As information technology becomes the main priority of everyday life, tourists now want more "real-time and personalised" information services, that is, "dynamic and interactive" information (Taheri, et al., 2019). Through the use of information and communication technology (ICT), these language barriers can be overcome, and tourism can offer better services. Examples of the use of IT in tourism are mobile guides and geo-based technologies. However, language barriers are a two-way process, and visitors can also play a role in overcoming them.

Conclusion
Therefore it can be concluded that effective communication is crucial for the successful performance of the employees at any workplace or organisation. Among the tourism sector, it is analysed that the effective communication by non-verbal communication and written communication are more essential as there are various tourists who are not able to understand our language; therefore, the use of information and technology along with significant gestures can improve the process of communication among the customer service agents and the tourists from different parts of the world. Moreover, the communication among the workplace which includes the employers as well as employees is also essential in order to ensure the smooth delivery of the tasks and responsibilities and job descriptions among the employees of the organisation.
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Ex.1. Read the following brief and write a business email according to the instructions.

You are the Director of Communications at your company and you would like a Supervisor, Mary
December, to go on a training course in non-verbal communication because you have observed
that her non-verbal skills sometimes send the wrong message.

- Tell Mary why you are writing

- Say what you have observed about her communication skills

- Tell her how you think this course would improve her skills and her relationship with her fellow
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Exercise2: COMMUNICATION: A CASE STUDY

As you read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the critical thinking questions at the end of the case and, wherever
possible, say whose communication model is relevant.

BARRY AND HIS STAFF

Barry is a 27-year old who is the manager of a restaurant. He is responsible for supervising and
managing all employees in the kitchen. Employees working there range from 16 years old to 55
years old. In addition, the employees come from varied cultural and ethnic backgrounds. For many,
English is not their primary language.

Barry has a Health and Safety (Food) Certificate and tries his best to keep up with food safety issues
in the kitchen, but he admits it’s not easy. Employees receive “on the job training” about food safety
basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and
sanitizing). But with high turnover of employees, training is often hurried, and some new employees
are put right into the job without training if it is a busy day.

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around
and realized that he didn’t have a clean uniform. However, he managed to find one that was not
very dirty. As he dressed, he realized that he needed a haircut and a good hand scrubbing, especially
after working on his car.

When he arrived at work, he dashed into the kitchen and noticed several trays of uncooked meat
on the work tops. They appeared to have been sitting at room temperature overnight. He called one
of the kitchen staff and asked: ‘Why did you leave the chicken out when | told you to put them in
the fridge?’

The man replied: ‘I heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. | didn’t know you were talking to me’. Barry is frustrated and
doesn’t know what to do. He felt like he was beating his head against a brick wall in trying to get
his employees to practise food safety.

He has made many efforts to get them to learn how to handle food safely. He has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions:
1. What are the communication challenges and obstacles that Barry faces?
2. Which communication models can you use to explain Barry’s problems?

3. What solutions might Barry consider in addressing each of these challenges or obstacles?
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Ex.1. Read the cases and answer the questions that follow
CASE 1: Mary was working on some paperwork when her daughter came into the room upset.
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “It’ll be OK,” and ‘Everything will be all right.” She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about
seeing her tomorrow!’. The child broke down and cried.

1. Why weren’t Mary’s calming words having any effect on her daughter?
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2. What could she have done to make the situation better?
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CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was quite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I’'m so tired, can’t it wait?’. The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.

1. Why was Sally upset?
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Exercise2: Writing an e-mail.

You are a teacher of Communication and have received this e-mail from one of your students:
Dear Sir,

I am writing to you because | am confused about Communication.

Could you please explain:

1.What Communication is:

2. The Shannon-Weaver model.

3. What is meant by non-verbal communication and why it is important.

Many thanks,

Lucy Mars.

Reply to the student and answer her questions. Use a diggram in your answer, if necessary.
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