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INTRODUCTION
My communication in my workplace is based on me working with the London Overground at crystal palace station, I will also talk about how these communication and performance can be improved.  The London Overground is owned by the Transport of London. The name of the job I do is Customer Service Advisor. This requires a smart dressed and confident person, who has excellent verbal, nonverbal, written communication skills. I have to deal on a daily basis using this communication skills in my workplace to mix with staff and customers both internal and external.
WRITTEN COMMUNICATION 
The communication channels in my workplace are telephone, emails, posters, text messages, voicemails, newsletters etc. I mostly do a lot of face to face communication including radio to radio or on the PA system advising passengers on how to use machines for tickets and also share information with customers. I also do a lot of emails for reports on faults, including photos directly to Carillion, fare evasion, health and safety issues and escalate complaints to supervisors or line managers. A detailed example of written communication at my work place is about reporting faults directly to Carillion including photos is as follows:
· Enter your name, station, phone number and email address.
· Chose a fault category.
· Record the asset code if known.
· Upload at least one photograph of the fault.
· Check everything is correct.
· Press Submit.
What happens next?
· You will receive a confirmation email with a copy of the report.
· Carillion will contact you separately with a Reference number for the fault.
The report makes your work concise, correct, clear, complete, courteous, concrete and coherent. This can be tiring at times because you are always on your feet with no breaks at times until it is all done. This is were written communication can be perplexing for instance when a written communication is read, the person reading the email is tired, they will end up explaining the email in a different way compared to someone who took their time and thought about what the contents really says (Morgan, 2017, p.248).We also anonymously report safety concerns to the safety team. This we do in details as follows:
· Choose the date and time of the incident you wish to report if applicable.
· Enter the location of the safety concern.
· Provide the details of the incident. You can add photographs if you need to.
· Press Submit.
What happens next?
· All reports will be logged, acknowledged (if name supplied) and investigated by the safety department and recorded in the Safety Performance Report. Responses will be published in the safety Newsletter and feedback will be given directly to those that have provided their name.
This shows that your work is clear, concise, concrete, complete, correct, courteous, coherent.
POSTURING
Posturing is another way of showing effective communication at my workplace. These can be attributed to identity markers that are as follows: Physical appearance, body stance, attitude, personal office and direct facts (Maund, Schriek,Tinkler,2017, p.50). Furthermore When I am at work the features/posturing that I use to effectively communicate with my boss and customers are as follows: level of eye contact, smile, tone of voice, appearance, hand gestures, hygiene etc. In addition this helps to ensure that an excellent level of customer service is delivered, being able to respond positively to customer questions, by showing a neutral posture when you engage in conversation and when you dis-engage.  In addition at my workplace we are conscious of all visitors to the station by exhibiting body stance, physical appearance, with a purpose to work. Working as a Customer Service Advisor in a station, one of my responsibilities is to check customer’s tickets/oyster cards and resolve any errors, when they cannot get through the gates or barriers by displaying gestures correctly by showing the palm of your hands in an open position, that you mean what you say, this helps to build trust between customers internal and external. The effective communication style I use to achieve my goal is an acronym called SOLER which describes five specific behaviour that supports listening posture (Maund, Schriek, Tinkler,2017,p.52). Face to face, making sure that your pose is not in a closed position, level of eye contact etc. Stance can mirror viewpoints aims and feelings. There are two forms of posture, identified as open and close which mirrors, an individual degree of trust, taking into another person. If an individual is seated in a closed position might his/her arms overlap, leg crossed. In an open posture, you might expect to see someone directly facing you with hands aside on the chair. An open posture can be used to interface openness or interest in someone, moreover a closed posture might simply mean irritation or indifference.
ACTIVE LISTENING
Through active listening we are able to effectively work on the London Overground. For instance when someone makes a speech to another person it takes a while for the message to be fully understood, because you have to fully understand it from the person point of view. This can be fully achieved by paying attention to rephrasing, stance and exploring meanings, are skills that makes it easier this type of outlook, taking lead to a more precise grasp of the messages that are exchanged (Maund,Schriek.Tinkler,2017,p.52). The key to all powerful communication is Active listening. When you are not listening effectively messages are easily misunderstood. This results to communication breakdown, the person sending the message can become irritated. Active methods are as follows: Non-verbal signs that show understanding such as level of eye contact and leaning forward, showing concern, paraphrasing to show understanding, supporting trust and establishing a bond etc. Becoming an active listener you will need to pay attention, give the speaker your undivided attention, acknowledging the message. Others provide feedback, responding fittingly to what is being said, show that you are listening, use your own body language, gestures to show you are concerned. Do not forget to reflect your feelings and meanings always.
VERBAL COMMUNICATION
Verbal communication is another essential way we effectively communicate in my workplace, like when I am at work and there is an incident at the station, I communicate using walking talkie to say what happened, the persons involved, details about the incident, to one another by radio to radio. This can be compared with a group member, who might be sending a message at face worth she/he may be having secret meanings or several layers of meanings in one statement (Maund,Schriek,Tinkler,2017,p.48).Examples verbal communication skills I use in my workplace are as follows: showing interest in others, asking about others and recognising their feeling, speaking calmly when stressed, stating your wants or needs without critizing or blaming others etc. The other ways I use verbal communication at my workplace for instance when I am making an announcement PA system to customers about an urgent situation concerning their travel, I speak at a moderate pace for customer consumption. A detailed example on verbal- communication on a one on one situation where a passenger requesting information for travel at my workplace the dialogue is follows: the passenger wants to know how he will get from Whitechapel to Homerton.  My reply is take the train to Canonbury from platform 5. Change there and take the 1204 to Stratford from platform 4.What this exchange shows is smile, tone and voice. Other ways verbal communication can be helpful, explaining difficult situations without getting angry, requesting feedback always from customers internal/external, calming agitated customers by recognising and responding to their complaints.
NON-VERBAL COMMUNICATION   
However at my workplace at the London Overground we work using nonverbal communication, like body movement, level of eye contact, physical appearance, by putting ourselves in the customer service areas around the station, so they can feel our presence in case they might need help with anything. This can also be achieved by wearing the appropriate uniform and P.P.E to show, gestures and body positioning. I also makes regular patrols around the station. If a speaker obtains useful non-verbal feedback from another speaker, while they are talking (smiling, level of eye contact, nodding your head) they will persist with the belief that they are being heard (Maund, Schriek, Tinkler, 2017, p.50). This ensures that standards are maintained at the station. In addition non-verbal flair that I use at my workplace are as follows: paying attention to conversation, personal space, staying calm when I am nervous, nodding to demonstrate understanding with customers and staff, maintaining an open arm stance to convey customer friendly atmosphere, listening carefully to customer/staff, I always make sure I start a conversation with a smile, a firm handshake when attending to customer/staff.
CONCLUSION  
My boss must make decisions that will help Crystal palace station run smoothly. For example they decide how employees will handle dealings with clients, make complaints, planning communication ahead delivery and alert staff when problems occur. Good communication skills can quickly make problems go away, while poor ones can make it worse, so it is vital that employers are in constant communication with staff to ascertain if any problems do exist. Handling of highly classified  information is the job of the employers, in addition how he/she handles, the personnel files to business ones, moreover how you communicate that sensitive information or refuse to talk about it is important. Employers/employees performance can be improved in the workplace in different ways. Providing them an effective workspace, making work areas, where staff members can interact, encourage good communication and where they can sit/stand (Maund, Schriek, Tinkler, 2017, p.76).By identifying areas that are lacking in your non-verbal communication like eye contact, when speaking to others you must always establish eye contact, always maintain eye contact during presentation with your audience at your workplace. My verbal communication can be improved by thinking before speaking, always checking messages well before sending, be precise but short, listen well to who you are speaking to matters and lastly body appearance is essential. Posturing can be improved by regularly engaging in physical activities like going to the gym, sitting up the right way when you sit on a chair showing no arm/leg barriers that gives the wrong signal and standing up the right way. The other ways performance can be improved is by acknowledging hard work by giving awards including good pay, benefits for staff.  Providing effective training to them is also very important, by focusing on key goals, matching tasks to skills, providing effective communication, cutting out excess, terminating staff appointment of those that are not committed, making sure they have the resources to do the job properly is also vital.  
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