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A. [bookmark: _GoBack]INTRODUCCION
The aim of this report is to understand the importance of communication in the workplace, the barriers that can affect a message and the consequences that may arise from poor communication.
Communication means exchanging information between a at least one sender and one or many receivers it can be verbal, nonverbal, written or a visual message 
To accomplish goals in any organization effective communication is essential; managers who can deliver clear communication guidelines can quickly build trustful and productive teams, factors like diverse cultural background, language or age can affect the way we communicate or are perceived by others. This report will show how problems caused by these barriers can quickly arise and extend to the rest of business by using my own workplace situation.
My job is housekeeping (cleaner) apartment hotel I also clean the communal areas. The procedure we apply for whenever something needs fixing is to inform management send a text and a picture if possible, this information is passed on to maintenance. A couple of months into the job a new manager arrives and so do some issues with an apartment. I made her aware of them since she oversaw the building. A couple of days later I was finishing my shift and was told by the same manager to go back to the apartment and fix these problems since customers will be arriving soon. I refused to take any action since I had fallowed the step I was instructed to do in this situation and left. The next morning I was called in to the office and was asked what happened with the new manager, I explained myself and ask clarification to my job roll because I believed I had completed my task which was clean and the problem needed to be attended by maintenance. 


B. Models of Communication

1. The Shannon and Weaver model (1948)
This method is a one-way communication model; the transmitter enciphers and sends a massage thru a channel the recipient must decipher before understanding the message. Problems might occur in the communication process if the channel is affected by noise or the recipient does not have the ability to decipher the message. 
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2. The Schram's model (1954)
This model of communications is a loop of consistent feedback, transmitter and receiver are constantly switching rolls over. 
The transmitter sends an encipher message; the recipient deciphers the message, interprets it, and gives feedback. Then the interpreter becomes the transmitter; encipher a massage, replying to the earlier message and sends it back to the transmitter, that now has become the recipient.[image: ]


3. Berlo’s SMCR model (1960)
The Berlo’s SMCR model emphasizes on the sender having the right skills to communicate more efficiently, in most cases, large group of people. This is composed of four parts: sender, message, channel, receiver. Each one has elements to the communication.
a. Sender
i. Communication Skills
ii. Attitude
iii. Knowledge
iv. Social System
v. Culture
b. Message
i. Content
ii. Elements
iii. Treatment
iv. Structure
v. code
c. Channel
i. Hearing
ii. Seeing
iii. Touching
iv. Smelling
v. Tasting
d. Receiver
i. Communication Skills
ii. Attitude
iii. Knowledge
iv. Social System
v. Culture


B. Communication Skills

1. Verbal Communication
Also known as spoken communication is the exchange of information written or spoken thru language effective communication requires you translate appropriately and according to what's others are saying, it means you need to pick the right terms, think whom you are talking with also think how you say things before you say them and how you combine them with or without nonverbal behavior. First impression can determine to some scale if further communication is prosperous example if you apply for a job you need to send a cv this is a written introduction of yourself, then you need to attend a face to face interview and speak to the recruitment Manager if your verbal communication skills are good most likely you will get called back for the job.
While communicating verbally we need to think of two rules they are 
1. Regulative rules: lets us know where, when, how and who to speak about what and when is it right to do so. Example if you need to take a couple of days of from work you what manager do you need to speak to and how do you approach him/her?
2. Constitutive rules: They clarifies what paying attention means like eye contact, showing affection such as holding hands or stroking a dog and what is perceived as unacceptable behavior like a customer jumping a queue or using inappropriate language while speaking to an employee.



2. Nonverbal communication 
Is body behavior such as eye contact, body posture, tone of voice, gestures that create an interpretation to someone else. These are habits we have and expression each one of us make when we communicate unconsciously other times silence itself can say a lot. Nonverbal communication serves four purpose 
1. Express emotions without words a, greeting with a smile when customers arrive or departure  
2. Perceiving and translating others nonverbal behavior  
3. Disposition you and others have while communicating, attending customers request.
4. Connection between verbal and nonverbal, matching body language to what is being said

a. Codes of Nonverbal Communication 

i. Tone of Voice
Is the volume we use while we speak and share our thoughts this allows others to have an idea of how we feel or want to be perceived; think of the tone of voice you use while speaking in a meeting you must be confident, clear and your ideas in order, compared to the tone of voice you would use speaking to a collage at lunch you language is even more casual.


ii. Body language
Kinesics is the study of how people move talk walk eat or even stand and much more all these motions can tell us valuable information about someone. According to Ekman and Friesen (1969) there are five categories relating to how gestures and posture work in people connect.
1. Emblem: Are popular meanings that can signify something to a large group of people or specific culture example when you say left or right you point toward the same direction you indicate to 
2. Illustrators: Means hand gestures that emphasis what is being said like when you describe something being short or tall
3. Affect display: Are motions that express our feelings like if you smile to greet a costumer it has a positive impact same as if you look angry customers will not approach you 
4. Regulators: They signals us when to speak and who is next to talk like when you are trying to fix a work conflict between two members of staff 
5. Adapters: are called actions we put into practice like fidget with your hand motions shake your leg, these actions can make you feel more comfortable and allow you to work efficiently

iii. Space (Proxemics)
Proxemics is the effect of the physical distance we keep when we communicate with others it is important to know our place when we communicate and with whom. Hall E.T (1976) divided them into four categories
1. Intimate zone (0-18 inch): This is a space were we only allow our partner, close family, and friends to be physically near us
2. Personal zone:(18-4 feet): Is the physical distance we leave to interact with family members, close relatives, and friends    
3. Social zone (4-12 feet): space we tend to keep when we communicate with a stranger like customers or work collages 
4. Public zone (12 feet+): This refers to the space between a public speaker and the listeners for example a you attend staff meeting 


iv. Facial behavior (Kinesics)
Facial behavior can say a lot more than what we want, it's important that in the work environment we can translate others and use our own facial expressions appropriate according to the situation we are in example; at my work place at time we have guess with children with autism and noises can be very scary for them at time so often I am asked to come back when they are out to finish my job my response is always to smile say no problem instead of getting upset and screwing my face.
Ekman and Friesen (1969a 1969b) studied facial behavior and the often use of them according to the situation the individual is in and put them in to four sections
Neutralization means disguising or faking our real feeling thru facial expressions example being friendly with someone you really in fact dislike.
Masking is replacing our facial motions for proper ones according to the situation the individual is in example if you go with a friend to a funeral laughing and being loud would not be proper.
Intensification means overemphasizing facial expressions example when you are angry, u frown your face.
Deintensification opposite to above is when we try to suppress our genuine facial expression instead of showing them.
b. Paraverbal communication 
Is combination of verbal and nonverbal behavior all these skills have been placed in a set of tactics called K.E.Y.S. it is based on these four points:
· Know yourself; how do others see me or what do they think of me 
· Evaluate the professional context; how do u perceive other interact in the work environment what is acceptable and what is not 
· Communication interaction: gestures or thing you do to make yourself comfortable while communicating with others 
· Set back and reflect; how do you feel after you communicated, was you content with your nonverbal and verbal communication



c. Active listening 
Is the process of hearing information, that then we translate separating our opinion from what we understood to after reply; collecting the right information isn't always easy different factor can distortion the way we interact with others such as language example at my work place most of my collages speak Greek, only 2 of us don’t, sometimes they forget and if something important is being said we tend to be left out. 
d. Empathetic listening 
Is all about trying to read and understand another persona verbal and nonverbal communication by its essential to pay a lot of attention how the person is expressing them self's for example if someone is emotional and want them to come of that state of mind you can engage by asking investigative questions like what happened after? Or reflective questions like how you feel now or what do you want to do about it? These types of question start the brain to analyze and think putting emotions to the side.



CONCLUSION
This report has expanded my knowledge and understanding referring to communication skills within the work environment also the diverse types of models of communication, how to apply these methods and the importance of encoding and decoding messages while communicating. The barries we can find while sharing information and how it can be misunderstood. The importance of verbal communication, the impact of written and verbal communication can have inside or outside the business. How nonverbal behavior allows us and others to interact at work and most important how to improve my own personal nonverbal behavior.
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FORMAL EMAIL

Dear Fabiola Sepulveda
 
This message, unfortunately, is to inform that we have had to cancel all reservation due to the current global pandemic (CODVID-19)
The government has instructed us to shut down till further notice, we hope to open our door as soon as it’s safe to do so.
We are currently issuing refunds to all our customers. You will receive and email with a compensation of a full refund within the next 2 working days, it can take up to another 5-working day for the refund to show up in your account. Please do not hesitate to contact us.
We are sorry for the inconvenience this may have cause, looking forward seeing service you soon.
Yours sincerely
 
Lessy Galleguillos
Administrator, MIIAS HOUSE.



INFORMAL EMAIL

Hello Dominique
I received your message unfortunately I do not own a lawnmower anymore. It broke and was not worth fixing the cost to repair was too much, I did find a good gardener, his name is Hugo, I would recommend him, I will send you his contact details. Hopefully, this helps you out.
        Yours faithfully
                 Lessy Galleguillos

Pd: Hugo (gardener) 07956958507



MARIA AND PEDRO CASE STUDY

1. Pedro misunderstood maria because he did not pay attention to what maria had said and assumed he heard correctly.

2. Shannon and weaver, it could have been different factor like the noise in the building site did not allow him to hear clearly

3. Maria could have been more specific, or Pedro could have asked in a text what exactly did she need.

4. Schram's model as the emphasis in decoding and encoding while receiving feedback from both parts.



BARRY CASE STUDY

1. Many of the people he must work have English as there second language and the age range he must employ is wide so he must treat them according to their experiences they have had in the food industry
2. Ensure he explain the basic as he already has and keep track of what employees keep making the same mistake and implement a penalty
3. emphasis on the consequences of these bad practices so they understand not only is must be done but why it needs to be done.



MARRY CASE STUDY

Dear Mary December

I would like to inform you that we are very satisfied on your development and input in our company. However, it is brought to my attention, that there is sometimes a misunderstanding on your communication. I would like to kindly invite you for a training course for non-verbal skills. We believe that this course would provide you the tools to improve on non-verbal communication skills.

Yours faithfully

Lessy G. Director

TH – a good effort– The task required you to talk about how you have observed problems with Mary's current skills in this area.
You also manage to make the training sound like a positive offer to Mary.



JENNIFER CASE STUDY

1. Jennifer had personal issues going on that did not allow her to focus on what was being said on the other hand her manager emphasis on doing whatever they need to secure commission

2. She only heard part of what was said and summarized in to one sentence "do anything in your power to get placement" plus she was not being listened to when she asked for help and guidance

3. They are working with people and did not take into consideration how could this affect them in the future

4. Body language and tone of voice

5. Asked opened questions



MIGUEL CASE STUDY

1. Miguel could have asked Tamara to call back later since he was already speaking to a customer and would not want to have a misunderstanding later taking her request.
2. She cannot treat people in that manner regardless of how upset she was, mistakes were made, and an alternative was offered to her.
3. He could have had a plan B just in case situations where he cannot control the outcome even though this was not the case.
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