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The Purpose of this document is to review how well employers perform when communicating with employee’s in a work place. In doing this, I will attempt to show my understanding of the term communication, review various forms of communication and communication styles, what’s commonly used in a work place, the effects of communication styles with regards to motivating and demotivating staff and making recommendations on what I believe will best suit today’s work environments.
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Several scholars and authors have attempted to put definitive definition to the term communication but have fallen short because they have limited their definition to aspects that only affect them. To survive as humans, we need to continually communicate with every aspect of life we interact with.  The exchange of information written or spoken, with other human beings, animals or machines are considered forms of communication. Observations we make, either by our expression or appearance communicate something to the receiving party or whosoever is paying attention at the time.
According to McQuail D & Windalh S, in their journal, communication is the transmission of information, ideas, attitude or emotions from one person or group to another primarily through symbols (Theodor-son and Theodor-son 1969).
Communication occurs when a system medium influences another or causes another to behave in a certain way. The destination (intended receiver) by manipulating of different symbols transmitted via different means. (Osgood et al 1957).
Garbner (1967) defines communication as a social interaction through messages. Communication is further defined as the exchange of thoughts information or idea that result in a mutual understanding between the sender and receiver. For communication to occur, the process requires a t least one sender and receiver and a message that is transmitted with a communication medium (Andrew Maund, 2017). 
Communication is considered the most important aspect in the success of any organisations operational process or relationship success. Many organisations suffer as a result of poor or inadequate communication strategies. In modern time, many organisations have invested heavily in improving and streamlining their communication strategies, in order to improve productivity. This proves that good communication strategies or culture have a direct coloration to improved results or output.
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To fully understand the importance of communication within a work place, it will be necessary to explore the different types/styles of communication, their benefits and Pitfall to organisations seeking to effectively communicate with its employees and customers.
There are two commonly used styles of communication used in every day operations in most works of life.  Verbal and Non- verbal Style of Communication.

[bookmark: _Toc532224386]Verbal Communication: 

Verbal Communication is the most common style of communication in a work place. Verbal or spoken communication is when messages are transmitted verbally. Example of when verbal communication is in play will be during a conference, where a keynote speaker is addressing an audience, during work team meetings, during telephone conversation with employer or customers, exchanging of pleasantries or greetings between colleagues, or passing on an instruction verbally.
In this style of communication, the message is transmitted verbally to the recipients either directly face to face, or via a medium e.g. telephone. The recipient decodes or interprets contents of the message and acts on the messages. When this process is completed, effective communication has taken place. 
This style of communication is favoured as it comes naturally to all concerned. Some of the key advantages of this style of communication are:

· Information is communicated quicker and directly to intended recipients
· Messages communicated can be quickly decoded and verified to check understanding. (this however occurs where there is effective communication)
· Information can be tailored to suit the intended recipients. E.g. delivered with the appropriate voice tone taking into consideration the recipients.
· Verbal communication will always almost generate a response, interaction or gain attention
· Verbal communication can encourage inclusion/participation within a large group.

This style of communication is without is pitfalls. Verbal communication like other styles of communication can be problematic. It requires the intended recipients to pay attention in other to fully understand and decode the transmitted message.  Key part of the information can be lost if the recipient is not attentive. This can sometimes prove expensive to organisations in extreme situations.
[bookmark: _Toc532224387]Non-Verbal Communication:

Non-Verbal communication are those types of communication transmitted in order ways other than spoken. Non-verbal communication is the most commonly used form of communication. This style of communication encompasses messages transmitted via written communication, body language and facial expression. Non-Verbal communication in most cases are used to emphasis the importance of verbally communicated message. 
According to (Goleman 2016) An accurate perception of non-verbal communication helps listeners understand the intent of the speakers and is strongly related to social intelligence and interpersonal sensitivity.  
By this it meant that for every verbally transmitted message, a form of non-verbal communication is equally transmitted to emphasis or help the intended recipients decode the intended message. This can be in form of raised tone of voice, raised eye brows or body posture. The ability of the communicator to correctly transmit the non-verbal aspect of a communication, can affect how well the message is received.
Mehrabian’s (1981) seminal research on importance of non-verbal communication, suggests that messages especially those that express feelings are more readily understood through non-verbal communication cues. (Andrew et al 2016) Page 50
Communication can be considered to have been effective if the intended impact is correctly transmitted and decoded via non-verbal means.
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· Non-Verbal communication helps to better decode verbal communication
· Can be used to illustrate or show understanding of a verbal communication in a work place e.g. written memo’s or meeting minutes
· Can be an effective means of communications with customers and employers, e.g. official letters emails, and firm hand shakes.
· Can be an effective means of communicating the importance of sensitive information without the need of verbal expression.
· Can be used to regulate flow of conversation or discussion through expressions.

One of the major disadvantages of non-verbal communication is that the intended message can be misread or misunderstood if incorrectly sent or if recipient is not attentive. This is especially relevant in cases where communication occurs via body language or facial expressions. This can also be the case in a written communication as the intended emotion needed to emphasise the importance of the communication or relevance of the communicated message may be missed.
 
In general, both styles of communication are always in play in most work and business environments. However non-verbal style has more impact on communication for organisations, as it is often used to measure the importance of communicated messages.

For communication to be effective in a work environment, both styles of communication must be taken into consideration when structuring or creating the intended message. Organisations must consider improving areas of their communication culture which may be list productive or may affect the way communication is received by the intended recipients.
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Effective Communication is when a message sent is well structured, with carefully chosen words, accompanied with a set of non-verbal expressions or behaviours. Its is based on attentive listening, empathy, uncritical judgement or opinions that capture all the participants views or need (Dumitrescue, 2016). 
The above definition suggests that for an organisation to be effective with its communication, it must take into consideration the views of everyone concerned, it must not be critical, must show respect to the intended recipients, must show empathy and demonstrate it has actively listened to the views of all parties concerned.
Some of the key attributes that support effective communication in an organisation.
· Respect of employers and employees view
· Active listening 
· Regular feed back
· Clear concise message, assertively constructed with honest and non-conflicting information

In my recent employment experience working as a manager managing a team of field-based sales force, my employer invested heavily on developing and ensuring a clear communication line between the sales force, line managers and senior management teams. 
The sales personnel were predominantly field based working from home and only occasionally visited the office for team meetings and result updates. This business structure led to most of the sales force feeling isolated from the organisation even though they remained a critical arm to the business operations. Some of the sales personnel struggled with the structure often feeling used and demotivated and prematurely leaving the company. This led to high staff turnover and poor sales results.
To correct this, the organisation introduced several effective communication initiatives to bridge the gap between the sales force and senior management. They introduction a daily, weekly, and monthly communication channel where companies’ goals and objectives are tied to that of all employees are communicated to everyone. These communications where conducted via verbal and non-verbal forms, using mediums such as emails, official letters, weekly reports bulletins, one to one meeting.
Sales force were broken down in to smaller teams, each with a line manager. Each line manager was expected to spend a day in the field each month with every member of their team. This allowed the manager time to gain first-hand experience of the challenges their teams members face in their various patch. Allowing for the manager and sales rep to set goals and objectives specific to the sales representative. This is then documented for all team members and reviewed at team sales meetings. 
Team objectives are then drawn up and communicated to senior management teams. Central sales objectives are they designed and communicated taking into consideration team specific objectives. 
Members of senior management meetings then sit in on One to One meeting with every individual in the sales force once every quarter to get direct feedback on how the companies objectives tie into theirs. Regular feedbacks are sought and encourage from employees to help shape objective and design best practice communication. 
The organisation created and introduced best practice modules which encouraged specific forms of verbal communication for every staff visiting head office, which required positively acknowledging a fellow staff and customer by greeting using their first name. These created a welcoming environment for all visiting staffs and customers. 
Over time this clear channel of communication led to increased staff retention as more and more people began to feel part of the bigger picture, more valued and therefore more motivated to pursue their personal objectives tied with the company’s objectives, resulting to a win-win scenario for all concerned.
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Communication is integra in the successful running of any organisation, while effective communication is critical to survival of any organisation. As demonstrated from the examples, many organisations suffer as result of poor or inadequate communication strategies. Where communication is diminished or ineffective, productivity is usually low. Effective communication within any organisation has direct impact on employee productivity output and therefore should be at the core of every organisations operational policy.
Employers must always ensure that all intended message must be well constructed and take in to consideration the views of all intended recipients within the work place. Whatever style of delivery is used when communicating within a work place, employer must ensure the message communicated does not diminish the employee in any way ensure the recipient feels respected with the communication and allows for the recipient the opportunity to give feedback. 
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