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What is communication and what is its purpose.
Communication is the basic way to share informations between individuals, following certain rules. Effectiveness of communication can be impacted by several factors, such as language, age, cultural background, nationality. As a consequence, it is necessary that two or more individuals, during a conversation, set a minimum level of cooperation in order to understand each other.
There are different kind of communication methods: 
· Verbal: Takes place with the use of language, written or spoken. Follows specific grammatical and syntactical rules.
· Nonverbal: Takes place with the only use of facial expressions, posturing and gestures.
· Paraverbal: Gives attention to tone, rhythm and volume of voice.

Communication have a great impact not only on daily life, but also in workplace and in management roles. In fact, how you talk with someone can change his attitude towards you and even the way he sees you in a positive or negative way, this is the reason why it is important to improve this kind of skills if you would like to pursue a career in this sector.
In view of those informations, this is a report on the use of communication in working environment.

Effectiveness of communication in working environment

Effectiveness of communication is an argument really discussed especially in the workplace, in fact a large number of employers, when they are looking for new employees, they search for the interpersonal communication skill which is a key requirement to have to get an interview in most of the cases. However, our knowledge about this field of skills is limited. Effective communication is critical to any organization and can help it in many ways. In fact, communication plays a role in product development, customer relations, employee management. (Richards, 2019) 
Not only the employees needs to pay attention to verbal and nonverbal communication, also the employers are required to be effective. At first, they should use few habits to boost the relationship between each other in workplace, such as regular meetings without making them tedious; solicit feedbacks to get two-way communication and to let them know their ideas are important; listen. Listening is a communication skill too, you should have time to talk with your employees. In fact, if you have a good reputation as a listener, the employees will be more confident about communicating; Be the example, who works for you need to know you are credible. (Johnson, 2018)

Bad communication and its effects
Bad communication can break a healthy environment and have a negative impact on staff and customers. The first thing to learn is to detect bad habits and try to fix them to avoid any consequences. Examples of bad communication can be a non-active exchange of information that include: 
· Talking instead of listening actively
· Not asking open-ended questions
· Harsh tone of voice
· Reacting defensively to what people are saying                   
                                                                                                                                              (Farmer, 2019)

Tone of Voice
Tone of voice you use can change radically the meaning of the information you want to give to the interlocutor. It can also give bad impression to the person you are speaking with, especially if you are dealing with customers; According to research: “28 percent of call center voices sound strained, tired, and lack tonality.” That only leads to bad company results because it affects employee performance at work. (Vujasin, 2018). In this case the voice is the only way to communicate and nothing else, so is very important to evolve the tone according to the needs of each customer you are talking to.
In the workplace, we should use a speech volume that can allow everyone to understand clearly what we are saying without struggling or feeling attacked if you use too loud voice.
[bookmark: _Use_of_formal]Use of formal or non formal communication
The way to communicate should change according to the person you have in front of you, or in which environment you work. For example, when a subordinate is reporting to his superior, he should use a formal language. It basically follows a specific syntactics and semantic. And it does not use contractions and colloquialism. Non formal language can be used between colleagues but always following the correct choice of tone and words. Basically it is simple and more spontaneous, like a family conversation or a chat between friends. 1
Active listening 
The active listening is a skill that not everyone has, it needs to be trained, it can take patience and time to develop properly, because it is totally different from just hearing someone speaking. Active listening involves listening with all senses.  As well as giving full attention to the speaker, it is important that the “active listener” is also seen to be listening, otherwise the speaker may conclude that what they are talking about is uninteresting to the listener. (skillsyouneed.com, 2011). There is some nonverbal ways to see if someone is listening actively:
· Facial expressions: Like the smile for example, it can give feedback of active listening; Combined with nods of the head can show a strong confirmation that messages and information are understood.
· Eye contact: Combined with facial expression it is really helpful to encourage the speaker. However, eye contact can be intimidating for shy speakers.
· Mirroring: Reflecting the expression of the speaker can be a sign of active listening. Doing this consciously instead can be a sign of inattention.

Moreover, there is also verbal ways to see the attention of the interlocutor:
· Asking questions: The listener can show they paid attention to the discussion by asking related question and to build and clarify what the speaker said.
· Reflection: Repeating what the speaker said, in paraphrased way, can show comprehension.
This is also known as SOLER method.
Communication models
Communication has become so complex over the years, so there are few models to represent it:
· Shannon-Weaver: Is a linear communication model that Claude Shannon and Warren Weaver created in 1948. It is composed by sender, encoder, decoder, receiver and noise
1. The sender encodes the information and selects the communication channel.
2. The encoder, which is a part of the channel, transforms the code into signals.
3. The decoder carries those signals and converts them into a message.
4. The receiver gets the message.
But there are few things that could be in the way between the messages. These things are called Noise. A noise can be anything that affects the reception of a message. Accidentally misreading an email or being distracted when someone is speaking to you are both examples of noise. (Novak, 2019) 
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· Schramm: This model is less traditional, and is composed by encoder, decoder and interpreter.
As we can see, it is a circular flow of communication and it focuses on the messages.MESSAGE
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· Berlo: Made by David Berlo in 1960, it is an evolution of the Shannon-Weaver model and shows what can affect the communication between the source and the receiver. For example:

Communication skills: It can affect how well the message is conveyed. The sender can have low communication skills so the receiver might not be able to understand. Vice versa, if the receiver has low communication skills can misunderstand the message.
Attitude: This can be noticeable in verbal communication. It is the tone used by the sender to communicate.
Knowledge: It has an effect on the value of the message; in fact, if the sender and the receiver do not have knowledge about the topic, it could occur in a poor interpretation of the message.
Community and culture: Language, beliefs and life experience can change the way both receipt the message.

This model also explores the content of the message and how it is made.

Content: Subject of the message.
Elements: An element is something that can be connected with the content, such as body language and facial expressions.
Treatment: It is the manner by which the message is forwarded to the receiver. It can affect its understanding.
Structure: It is the organization of the message, which defines its effectiveness.
Code: Is the form of the message, such as photos, videos, verbal communication, text.


Part of this model is also the Channel and it is the way we interpret the message. This interpretative process can be made with one of our five senses.
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Personal experiences

Personally, I worked in few different environments where the communication was pretty different between each other. My first workplace was an elegant restaurant, it was mandatory to communicate in a formal way, not only with managers but especially with customers. Also managers, when he was talking with employees, used this kind of communication. Sometimes it was difficult to communicate properly with them, because I was afraid to use wrong words or have the wrong attitude, and this was quite stressful. But after few months, I get used to work with my colleagues and dealing with a lot of different customers, so it became easier. Probably, I had these difficulties because I was really young and my language was not developed enough. To undertake a formal conversation in a smooth way I needed practice, it is a proper skill that I managed to have with the time and gaining a stronger confidence in myself.
The next relevant experience I had was in a pizzeria. The ambient was more domestic, as we were in a group of friends, or even in a family, so the formal language was totally excluded, and I felt more confident to communicate with people. I used to talk in nonformal way even with the manager, we were like friends, but I always referred to him with respect and an appropriate vocabulary. Obviously, I often needed to adapt my language according to the person I had in front of me. For example, we had few customers who were politicians or people that were covering leading position, so I behaved accordingly. This experience has been really useful to me, because I learned how to switch my language and to recognize which type of linguistic register I need to use.
Once I moved from Italy to the United Kingdom, I had to face several difficulties of communication, the main one was the language barrier. Indeed, my level of English was good but not enough to make myself understandable to other people, so I could not face a proper conversation because I was only able to articulate few words or sentences. Although, even when I have learnt more about English language, I had another problem with few people, particularly when I started to work in a night club. There was, in fact, an huge cultural barrier. This place had employees from all over the world, with different backgrounds and different way to express themselves. Sometimes it was difficult to understand each other, not for the language itself but for the tone and nonverbal communication. Once, I met a guy who was from Somalia and he had a way to talk which was really hard to understand because he looked always angry or upset, even if he was not. Also his facial expression was different from what I am used to, and this made even more difficult for me to interpret what he was going to say in the right way. Therefore, there were a lot of incomprehension between us.  
Conclusion
Verbal, nonverbal and paraverbal communication are a part of our lives since we were child, and it evolves and develops with experience. Some people can have problems in understanding someone else because of many factors, as we can see in the Berlo model of communication, so it is important to detect and try to cope with them. Although communication looks like an obvious part of our society, there is a lot behind it. So it is necessary to learn how this feature of our existence is made and how to use it.
[bookmark: _Appendix]Appendix
Examples of formal and nonformal way to write an email.
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