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Communication can be defined as the process of sharing ideas, thoughts and information or transmitting information. Effective communication represents the key success of each and every organisation. Communication permits people to express themselves, and it is quite effective when it is done face-to-face. However, nowadays people communicate more and more using different channels such as the internet, mobile phones, etc. In order to make communication more effective, various theories and models of communication have been put forward. This report aims to analyse how employees in my workplace communicate. It will focus on types and models of communication, principles and barriers. Finally, it will discuss how communication in the workplace can be improved. 

Types of communication
There are several types of communication such as verbal, non-verbal and written communication.
Verbal communication
Verbal communication is using words when communicating and the information is orally transmitted. This type of communication is used in conversations, which means is mostly informal. Verbal communication is the most common type of communication used in my workplace. 

Non-verbal communication
Non-verbal communication refers to the idea of communicating with others without using words. Instead gestures, mimic, facial expressions, posture, etc can be used to communicate a certain thing. It is also referred to as body language. 

Written communication
Written communication refers to using written words in order to communicate. This type of communication is used when writing emails, letters, reports, etc. Written communication can be formal or informal, and at my workplace, both formal and informal written communication is used. 
[bookmark: _Toc28299196]Models of communication
Effective communication should include six main elements:  the sender- the person who sends the message, encoding – thinking what to say and how to send the message, the message – the information, the receiver – the individual who receives the information, decoding – making sense of the message, feedback – replying to the information received to ensure that the information has been understood (McPheat, 2010).
There are numerous models of communication which helps one understand better how communication works. Communication can be regarded as a simple, straightforward process although sometimes it can be considered quite complex.

Shannon and Weaver’s model of communication
[image: Image result for shannon and weaver]
This model has the elements necessary to communicate: the Sender, the Encoder, the Message, the Channel through which the message is transmitted, the Decoder, the Receiver and the Feedback. The understanding of the message can be affected by noise. This model can be applied to my workplace because the noise made by customers can often make me and the other employees misunderstand a message.
The messages in a workplace can be misunderstood because of the background noise. To ensure that the message is understood, it needs to be repeated (Peterson and Khalimzoda, 2016). The in-class exercises have helped to understand how verbal communication may not be understood or may be distorted because of the noise.




Berlo’s model of communication
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Berlo’s model of communication is linear and has 4 important elements necessary to communicate: the sources, the message, the channel and the receiver. Two important actions, encoding and decoding are present. The message must be encoded by the person sending it in such as way that it becomes clear. Different factors can influence communication. There is only one-way communication, meaning that no feedback is provided (Janse, 2018). This model can be applied to my workplace when my manager tells employees how to work effectively. 

Schramm’s model of communication
[image: Image result for schramm communication model]





Schramm’s model is interactive because it both the sender and the receiver continue to send messages. This model highlights the idea that in order to communicate effectively, two essential processes need to be considered: coding and decoding. Communication is not complete unless a feedback is received by the sender from the recipient (Juneja, 2015). In addition, communication is effective if both the sender and receiver have the same background and life experiences. This model can be used in my workplace simply because all employees share the same knowledge, something in common.
One in-class exercise has helped understand better how Schramm’s model works and how people who work in the same field can understand each other when communicating verbally. However, when it comes to body language, this can be misunderstood or misinterpreted.

Communication in my workplace

I work as a sale assistant for Zara. In my workplace, employees mostly communicate using verbal and non-verbal types of communicate. In my workplace, there are employees from various cultural backgrounds who have different ideas, so it is very important to understand the importance of effective communication in the workplace. I tend to use personal communication with my co-workers to establish good rapport with them and create a relaxing working environment.

When we want to communicate with our manager, we tend to use verbal (face to face, phone calls) and written (e-mails, reports) types of communication depending on the situation. All employees try to show a positive attitude when communicating with each other and customers.
As I want to learn new things every day, I tend to be an actively listener when my work colleagues or my manager talk to me.  I use verbal, non-verbal and written communication. For example, I use verbal communication when I need help either to do something in my workplace or to serve customers; I tell this to another colleague who will come and help me. However, when my colleague is close to me, I use non-verbal communication such as signs, and she will understand that I need help and come to me. I also communicate verbally with my customers when they ask me different things and also when I help them to make the best choices. When I have a problem and cannot go to work or I need a few days off, I use written communication. In a situation like this, I send an email to my manager. From time to time, when there is a problem, I have to write a report and give it or email it to my manager.

In my workplace, employees have meetings once a week with the manager and this helps them to communicate their problems. The manager also collects feedback on different aspects from employees. Open-ended questions are used so that more information is elicited from each employee to ensure that the best advice and support is provided. The manager motivates all employees and tells them how to work in teams effectively. The main aim of the communication between manager and employees is ensure that everyone does their best, the services provided have high standards and excellent performance can be achieved (Hoffman and Tadelis, 2018). In my workplace, employees share their ideas and decide together which one is the most suitable solution for a certain problem.

In my workplace, when I talk to my co-workers or customers, I tend to look at their non-verbal behaviour such as facial expressions and gestures to understand their mood and how they feel about something. This helps me to make decisions such as starting or ending a conversation. As employees from my department have to communicate effectively with those from the other departments, they do this by using written communication. When important information needs to be shared, email is used.

At my workplace, all employees are required to display a positive attitude and be polite with each other and customers. This is because by displaying anger, it will be difficult to communicate effectively. Moreover, those who want to communicate with an angry person will refrain from doing it because of the fear of not upsetting the angry person even more. If customers notice that an employee is angry or shouts at them, they will be more likely to leave the shop without buying anything, and this may affect the image, reputation and the profit of the organisation. Therefore, it is important that, at any time, it needs to be ensured that employees have no strong feelings which could interfere with their ability to communicate effectively (Bocus, 1998).

 
Improving communication in my workplace
In order to avoid various misunderstandings and confusion, it is important to improve communicate in the workplace. One way to improve communication is to learn to listen actively, not having only the purpose of replying but also understanding what the other person is trying to say so that an appropriate answer can be provided. Being flexible and open is another way to improve communication in the workplace. This means that the person listening to the message should try to understand different perspectives and also the cultural background of the person who speaks. Employees should also try to give positive feedback or constructive criticism. Gossip at workplace should also be avoided, and the messages transmitted should be clear, precise and concise. Employees should also assume that they always have something to learn from other employees and remain open to various ideas.

In order to improve communication in the workplace it is important to follow different principles of communication such as: the principle of clarity, of attention, feedback, informality, consistency, timeliness and adequacy.  It is also important to learn how to handle conflicts, using tact and common sense. Problem-solving skills and also thinking skills need to be improved to ensure that problems are solved smoothly. Various barriers to communication such as language problems, physical barriers, information overload, physiological barriers, jumping to conclusions, etc. need to be understood and dealt with them effectively to ensure that employees communicate effectively. Knowing co-workers/employees, appreciating and praising them for what they do can also improve communication in the workplace. This can also help increase employees’ engagement and morale.
  
Some effective communication strategies which can be used in the workplace are: KEYS (Know yourself, Evaluate the professional context, Your communication interaction, Step back and reflect) and SOLER (S - Square, O-Open posture, L-Lean towards the client, E-Eye contact, R-Relax). The latter is an active listening model which can show if someone is interested and engaged in a conversation (Amanda, 2014).


[bookmark: _Toc28299197]In-class exercises
The in-class exercises have helped me to understand that communication is a complex process, therefore clear messages need to be transmitted to ensure that they are understood. Paying attention to what is said and providing appropriate feedback is crucial as in the case study about Maria and her daughter, Sally and her husband or Barry and his employees. By applying different communication models, such as Shannon and Weaver and Schramm’s, their communication problems can be better understood. Moreover, understanding different barriers to communication such as language, it can explain the communication problems in case of Barry and the employees.

[bookmark: _Toc28299198]Conclusion
Communication is a skill which needs to be improved by everyone in order to improve personal and professional life. Employers want their employees to have good communication skills because this will contribute to a positive working environment and also the goals of an organisation can be achieved easier. It is crucial to know how to communicate in different types of environment and to people belonging to various cultural backgrounds. Understanding the factors which can distort the meaning and understanding of the message is good because someone can be aware of these when communicating. It is not important only to communicate but how to communicate effectively. Therefore, understanding the principles and barriers to effective communication can help employees improve their communication skills.
[bookmark: _Toc28299199]
















References
[bookmark: _Toc28299157][bookmark: _Toc28299200]Amanda (2014) Mastering the art of nonverbal communication – S.O.L.E.R. [Online] Available at: http://www.ingredientsofoutliers.com/the-art-of-non-verbal-communication/ (Accessed: 26 December 2019).

Bocus, R. A. (1998) Barriers to effective communication. San Fernando, Trinidad and Tobago: R.A. Bocus.

Janse, B. (2018) Berlo’s SMCR model of communication [Online] Available at: https://www.toolshero.com/communication-skills/berlo’s-smcr-model-of communication/ (Accessed: 26 December 2019).

[bookmark: _Toc28299158][bookmark: _Toc28299201]Juneja, P. (2015) Schramm’s model of communication [Online] https://www.managementstudyguide.com/schramm-model-of-communication.htm (Accessed: 26 December 2019).

McPheat, S. (2010) ‘Effective communication skills’, MTD Training, Ventus Publishing ApS [Online] Available at: http://promeng.eu/downloads/training-materials/ebooks/soft-skills/effective-communication-skills.pdf (Accessed: 26 December 2019)

Peterson, A. and Khalimzoda, I. (2016) ‘Communication models and common basis for multicultural communication in Latvia’, Society, Integration, Education: Proceedings of the International Scientific Conference, 5, pp. 423-433 [Online] Available at: http://journals.rta.lv/index.php/SIE/article/view/1555/2164 (Accessed: 22 December 2019).







[bookmark: _Toc28299202]Appendices

Appendix 1: The first in-class exercise
[image: ]
[image: ]




Appendix 2: The second in-class exercise 
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