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INTRODUCTION

Public relations theorists have almost recently begin to shift their focus from external communication to workplace communication. Internal communication is increasingly vital to many organisations with regards to employee engagement and how employers maintain good communication.( eprints.leedsbeckett.ac.uk, ND)
This piece of work aims to explore the effectiveness of communication by employers in a social or healthcare organisation and how the workplace can improve on communication skills in order to engage employees.   

What is communication 
This is the simple act of transferring information from one person to another. They can include a diverse range of content, from ideas, stories to images and videos. In order for the process to take place, there must be a sender, recipient (s) and a channel or medium. The sender encodes the message into the appropriate form depending on the channel used, and it is shared with the receiver who decodes the message by interpreting it to his understanding. In cases of many receivers, the message may have multiple interpretations. Examples are, where an email is sent to a group/team or a social media group at work. 
The channels of communication include- face to face, telephone, digital (web conferencing, social media, broadcast media, newspapers, magazines and any other written form. 
The communication could take the form of verbal, non-verbal (the use of body language and vocal cues) or written communication. 
When a message is sent, the sender encodes the message in such a way that it can be transmitted by the communication channel for the expected audience. On reaching the receivers, the message is decoded based on their understanding of the context, the sender, environment and any blockages or barriers to comprehending. The final step to complete the process is a response from the receiver to acknowledge receipt and understanding. The sender can always seek a reply to clarify the interpretation if none is given.(Morgan, 2017)
 
Communication theory dates back to the popular Shannon –Weaver model of 1948, It was formed by Shannon a mathematician and Weaver a scientist. The aim was to improve technical or telephone communication at the time. The process consists of the source(sender), transmitter(encoder), Channel, Receiver(decoder). It is known as a one way process linear model, where by communication is complete once the sender has encoded and sent the message and it has been received by the recepient. In those days, the machine was a technological channel like telephone and telegraph. The criticisms in this linear model was the lack of feedback loop. The concept of noise was available which is present externally in the environment and internally. 
As the years progressed, the two way process or interaction and then transactional theory was developed. This took cognisance of the fact that there was an exchange of messages between two people. Feedback was added, unintentional communication was factored in (to vary the use of encode), the presence of noise, multiple channels and context. Proceeding into the transactional theory results in a simultaneous communication. In the latter models, communication is continuous. Senders and receivers act as both at the same time, because messages are going back and forth, either via auditory or face to face. This can involve two or more people, groups of people, one person or s group to a large audience interacting, negotiations. The transactional is a more realistic model as face to face, non-verbal and other types of communication can occur efficiently with this model.  (Taylor and Francis online,  2018)

Importance of communication 
Communication happens all the time and everywhere there is any form of interaction. It is used to share information, comment, ask questions and give answers. In the workplace internal communication encourages motivation with respect to performance of duties and responsibilities. It acts as a source of knowledge to the staff  for decision making, develops employees attitudes, helps in socialising and most importantly, increases business growth. (granite.pressbooks.pub, 
Effective communication among employers and employees in an organisation involves strong use of certain interpersonal skills such as active listening, giving feedback, Assertiveness. To have solid engagement and interaction in the workplace, it is the responsibility of employers to set a good example. It is better to have a decentralised communication team of workers to create a balance and give all employees the chance to contribute to the workforce and engage fully. This can only happen if directions commence from the top management and delegation of authority filters down to the middle or/and lower management. (Maund et al, 2017)   





Experience of Communication in the Workplace
Considering lady Z’s who is employed as a social worker, and has been working in that organisation for 8 months.
Lady Z has worked hard to be in this employment and enjoys her job as a social worker within the children and family services. Effective internal communication in this workplace is vital in order to establish collaboration of everyone towards their common goal. This in turn aids a better provision of service. It promotes a close-knit culture and allows the staff to engage in work processes, contributions and decisions.
Currently the written communication skill is evidently strong within the workforce. Written information is shared through structured channels, oral communication is backed up by email, writing style is perfect and the medium is used accordingly. The management are also open to support the staff in this area. When it comes to the non-verbal aspect of sharing information and the non-verbal features within communication, a gap is visible. Active listening is partially in practice and the employees feel they are misinterpreted. There are also misconceptions of how feedback is given.

1. Manager of team appeared too pre-occupied to listen to her social worker staff (Lady Z). She would always rush the employee up, so when it was a quick chat relating to flexibility working, that could be agreed on the spot backed up by an email it was done. She was always in a hurry.  However, she tried to enquire and suggest a solution on three occasions to ongoing challenges, in the workplace but was unsuccessful. The few times she settled down to listen for 5-10 minutes into the meeting, interruptions arose, the meeting was brought to a halt. Other times her body language showed disinterest and she nodded most of the time in agreement, sometimes looking up to the ceiling or going through her phone. It was an aggravating time for the employee. For the space of 4 months there was an ongoing project which she claimed was taking her time.

2. A particular staff, Mr B in an adjacent unit travels to different locations for work and is rarely in the office. The situation here involved the manager. It had been agreed at two previous meetings that all messages including urgent messages, should be sent via texts on the work mobile instead of emails. The top management staff carried on sending messages via email and on one occasion an urgent message was sent by text, but worker B did not get the text. When he gently approached the assistant manager, she immediately accused the staff of calling her a liar and shouted at him claiming to be a long standing employer and one of the oldest in age in the building. 

3. Complaints have been made on the effect of managers feedback on employees. This has occurred during appraisals, receipt of commendations from clients (where no praise has been given to staff) and display of innovative abilities. An example was a damaging feedback given to an employee where the personality was targeted instead of the behaviour regarding the result of an appraisal.  

4. Another striking example in the workplace in point is the ongoing forth nightly meetings. A few of the employees felt uncomfortable because of the non-verbal cues exhibited by top management during these sessions. Examples are: 
· Constant glances at particular staff throughout the meeting
· Always referring to past achievements of a few staff while honing on generally adding value to the organisation.
· One of the managers uses a monotone voice pitch throughout the meeting.












Improving communication in the workplace. 
So many factors come into perspective within an organisation. The employees make up the workplace and there is the need to integrate a strong internal communication plan that is maintainable.
In working towards improving the lack of communication skills in Lady Z’s workforce above, it will be essential to establish if the entire system operates in de-centralization. It appears to be a mixture of both. The aim will be to fully incorporate a de-centralized structure so that staff are can confidently take authority within their limit of work and are also free to provide meaningful suggestions and contributions to the company (Maund, 2017)
In the first example, it is the responsibility of management to have an open door policy and effectively listen to employees irrespective of other projects in the pipe line. The HR department will need to ensure a Listening skills course is rolled out. This involves Active listening, ineffective listening principles of listening and responding appropriately considering non-verbal cues. (Maund et al, 2017)This particular example actually requires a comprehensive course on interpersonal skills.
The example on a power show of insults and shouting is outright bullying and a display of power or maybe the manager had underlying issues from home. The staff was not at fault, so he was right to have the case investigated. 
Complaints from staff on feedback and the discomfort regarding non-verbal cues will require a verbal and non-verbal in depth communication skills course. Two tools to start with on verbal communication are: a video on 10 barriers to effective communication (Young entrepreneurs forum, 2017) and another video giving 7 deadly sins of communication and 4 powerful connotations.(Ted, 2014). Giving feedback can be natural for a few, but some have to engage in adopting the principles by practising and bearing it in mind. There are seven to note: Be precise, be expressive and impersonal, give feedback with a goal in mind, select perfect timing, ensure understanding of feedback, give feedback on manageable behaviour and assess the mood and modify the message as required. (Morgan, 2017)
In all the cases mentioned above, it was only the chap in the second example that took the case further. Other members of staff should be encouraged to escalate problems to management. Employers/managers need to encourage members of the team to make their voice heard. It is imperative that they show employees how to build up confidence, take a stand, engage in discussions and suggest contributions like the example in number 1. (Maund, 2017 ).
A point to note on verbal communication is the verbal intercommunication or statements that occur among group members. A classification system was developed called the Group Observation system (GDOS). These system is a good tool that can be used to evaluate group members to see who is committed, compliant, opposing or separated from the team at any time. The 8 GDOS categories include- Dependency(Compliance), counter dependency and fight(defiance), flight and counter pairing (Separation), pairing and work (commitment to members/ team goals) and finally, statements that cannot be scored. (Maund, 2017)



CONCLUSION

In summary, one can say that the employers and employees make up the organisation. Where there are people, interaction and communication is inevitable. It is therefore very important for employers to ensure that the workplace has a solid internal communication plan incorporating continuous assessments on comprehensive communication skills as required.
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