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[bookmark: _Toc534573576]Communication within the workplace.

[bookmark: _Toc534573577]How can employer’s communication and performance be improved?
[bookmark: _Toc534573578]Introduction

[bookmark: _GoBack]“The art of communication is the language of leadership “(Humes.2018) Communication is the process of transferring information by which the sender and receiver establish a connection at a specific time and space to transmit, exchanging or sharing ideas and information. Communication is sending and receiving messages through verbal or nonverbal means, including speech, oral communication, writing, signals and behaviour.  More simply, communication is to be the conscious activity of exchanging information between two or more people to create and exchange meanings. (Nordquist,2018)
The importance of effective communication in the workplace helps to form an opinion that is taken into account when a person decides to connect with another. Effective communication empowers employees and provides clear guidance and feedback agents for employees to express their thoughts, suggestions and concerns; in addition to it, most of us want three things from the people we work with: to be understood, respected and to be heard. So we must recognise that everybody at a workplace likes to have a good communication skill but to achieve this skill we have to be a good listener.  Listening is one of the most valuable skills you can develop if you want to be effective in dealing with co-workers, managers in the professional manner as well as forming productive relationships. (Hawley.2014)

[bookmark: _Toc534573579]Stages of Communication Process. (Morgan2017)
We like to explain with this graphic the simplest way to how all the communication process works. 
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Ensuring that the sender and your receiver understand the purpose of effective communication in the workplace is to provide clear objectives and tools to achieve those objectives and plan of action to follow.  Giving clear guidance increases employee satisfaction that has a direct impact on customer satisfaction (Hawley.2014).
Open communication is sometimes used side by side with effective communication: it is represented by conditions in which individuals in companies can freely and pleasantly express points of view and concepts trough the meetings, conversations and debates.  Workers engage in positive communication when they feel that their ideas are heard and considered valuable.  Effective communication takes place when employees at all levels in an organization feel that they are collaborating with each other to reach a common end goal and mission of the company. (Hawley.2014): 
[bookmark: _Toc534573580] Effective communication in the workplace can be manifested in different ways.  
-Written communication as notes, letters, text (WhatsApp), the intranet of the company and emails are the traditional types of communication in the workplace.  The internal communication in the workplace is all the messages sent within the company.
-Verbal communication can be made through the telephone and face to face.
-Non-Verbal communication: body language, sign language and how we dress.
[bookmark: _Toc534573581]Comparison of Verbal communication to written
When comparing verbal communication to written communication it is said that verbal is the quickest method to get information to the receiver where as written communication can be time consuming in the process of writing and sending the message, the email or the letter.   Another plus of verbal communication is that we can get immediate feedback, and this means time and cost saving.  However, verbal communication does not have backup, whereas with written communication we can always get proof of our conversation at workplace.
[bookmark: _Toc534573582]Non-Verbal communication:
This type of communication is one of the oldest forms of communication. Communicating with hands, eyes, facial expression, sign language and braille are few examples. Body language reveals the information about the individual’s personality and attitude towards others.  Also, businesses are encouraged to use sign language and braille, because there are many people who can not talk or see clearly
That is the problem with non-verbal communication if they do not match your words you can send mixed messages to others.  Mixed messages lead to frustrating conversations and misunderstandings.
[bookmark: _Toc534573583]Mixed messages
This happens when a person receives verbal and nonverbal cues that seem to contradict each other. This can lead to the person becoming confused, angry and unwilling to communicate with the other person.
[bookmark: _Toc534573584]Social media communication:
Now days every business of any kind uses social media to advertise themselves or to reply the customer’s queries. Social media is a growing tool for business.  For example, when advertising services or products online, customers will be able to take a look at this by using sources like TripAdvisor, Facebook, Twitter, snapchat, and then leave comments about it.  This is a written form of communication as well, where we going to express our thoughts in a formal way. (Maund, Schriek, Iinkler.2017)

[bookmark: _Toc534573585]Based in your own experiences discuss how well employers perform at communicating
I am a volunteer at Moorfield Hospital. My job consists in the reception for the out patients from different clinics, this means that I am in direct contact and I need a form of verbal communication in the form of face to face, this is the quickest and direct way to be able to start a conversation and acquire necessary information from each of the patients, such as personal data, date of birth, number of the clinic they need to go to. We have to take into account that in order to have these patient data there was first written communication from the clinic where the patient attends, since this clinic is responsible for sending a letter in advance where it specifies the date when the patient must return, also two days before their appointment the patient will receive a text message as a reminder of their appointment.
To speak with patients, we have to address ourselves with a formal language and in turn we use non-verbal communication since we have to understand body language and facial expressions because many of the patients are elderly people who get stressed very quickly therefore we must be able to read their expression on their faces and we have to take a very delicate attitude to understand the frustration of being late for their appointment or sometimes very early. There are patients with disabilities who depend on third parties to get to the hospital, all this makes us put into practice our communication skills and develop in a simple and direct way without so much loss of time, being very careful in the tone of voice and good facial expressions and especially the gestures of the body that are very important to make the patient feel comfortable when arriving at the reception and interact with each one of us.
In the hospital we can also realize that there is also internal communication between the managers and the employees in a written way such as emails, where they let us know certain aspects of that day of work. There is also communication with other departments of the hospital such as the technological information department where we need to address in writing the problems we have with computers when registering the patient.
It must be taken into account that we also sometimes find barriers in written communication since the person who sent the letter to the patient or addresses the managers may have errors such as incorrect grammar or spelling of a surname or address, which causes the patient to end up thinking that the letter was not directed for him. Another example that we can put is that the manager sends us an email and as a result of the lack of internet we did not receive it on time and it was a very urgent matter, that implies a problem when we could not respond quickly. Another of the barriers in the workplace can be in verbal communication for example the patient has a question and wants to communicate urgently by phone, if the person who answers does not know how to address him in a correct way the patient begins a journey from extension to extension without reaching an answer.
We know that the hospital is organized in a very simple way in the aspect of communication for workers and patients, we have to admit that we find good communication even in the safety of the hospital since for example if a patient or a worker gets to lose something in the hospital all you have to do is go to the security department and put the complaint, they will immediately check the cameras and they will know exactly what happened and how to recover the lost object.
Patients also can give their feedback through all social networks such as Facebook, twitter, etc. Or in the same hospital as there are special cards for this type of feedback where we are using written communication to give feedback being this either positive or negative. We know that every institution, whether public or private, is always willing to listen to the feedback of its clients or in this case of the patients, that is called being interconnected to the institution that attends. Apart from the feedback, the hospital is also ready to receive the complaint from the patients since they have the full freedom to express their opinions about the treatment they received or the service they were provided, as long as the complaint is in a respectful and correct manner.
We have covered the problems that can arise with verbal or written communication but as it is known there is also the non-verbal communication that can also be known as body language, in this case with in hospitals employees have to be very careful with how they react to different situations in their daily routine, a patient does not only need comforting words these have to be complemented with our body expression, it would be such a big error to express disgust or discomfort with whatever situation that arises through the day. As we all know there can be many uncomfortable situations when treating patients as some of them might not be able to control their physical needs or how their wounds might look or even smell. The fact that sometimes a patient’s health might not be getting any better might not be easy to cover up but that is the job that has to be done and not get sentimental in some of the cases. It is a hard situation but this is when controlling one’s body language needs to be to use as not to cause a problem or even a misunderstanding with employees, employers or even worse customers. 
We have to very careful on how our expressions might have an impact on people and how this can be of help to us or others, as my job is dealing with people in the reception I always have to show a good attitude to my customers regardless of what might have happened in my day or how bad or tiring work has been. It is my job to be nice and pleasing for the customers to feel comfortable and like this get them in some cases to open up and even leave their worry to the side. 
[bookmark: _Toc534573586]Conclusion
As we can see communication is essential in every single aspect during the process of work and being an employee, this does not only make life easier but lets us be understood and understand others with in the workplace. When dealing with difficult matters it is imperative to have a good communication and not only verbal or written but it is believed that body language or non-verbal communication is very important in every aspect of life. Having good communication not only with customers but the people that work around you will prevent any kind of misunderstandings and make work feel easier as the day goes by, communication make the difference in the life of anyone and is even more important when working in an area that needs to be connected and informed at all times because it is considered like a lifeline for patients. A good employer will always keep a good communication with their employees because like this anything that needs to be done will be done effectively and according to the expectations that were given, this does not only help the employer but also the industry where he or she is working. 
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