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Introduction 
This report is to analyse the significance of communication within the workplace. Communication skills are an essential part of any business and workplace. Good communication between the employees improves the internal workplace communication, which is very significant for developing trust within the organization and is shown to have an important impact on employee engagement, organizational culture and ultimately productivity.

"Developing excellent communication skills is absolutely essential to effective leadership. The leader must be able to share knowledge and ideas to transmit a sense of urgency and enthusiasm to others. If a leader can't get a message across clearly and motivate others to act on it, then having a message doesn't even matter." Gilbert Amelio (2010)


Communication 
Communication skills are important in the workplace. It implies how we can get and deliver information, our ideas and opinions within the organization.
In the workplace, the goals can be achieved effectively and productively if the communication and relation are managed positively then business achieved its goals effectively. It is very important for the company that their team/employees have effective and good communication skills. Good communication skills are ranked on top of the list of employability skills of potential employees. 
Communications refer to voice and words but communication is in fact about the verbal and non-verbal exchanging of information (sutiyatno, 2018,p.430).

Verbal Communication
Verbal communication is an exchange and shares the information with words and sounds. Verbal communication is mainly about words. Better selection of words by employee’s results into the better understanding of the sender’s point of view, which results in better productivity in the workplace. 


Non-Verbal Communication
The nonverbal message gives clues to understand the verbal messages, like facial expressions, level of eye contact, body language, Vocal Quality, physical space between members and postures.it plays important role in all communications it is difficult to communicate without sending out nonverbal clues.
It also helps the flow of conversation and increases the effectiveness of the verbal communications (Deepika,P 2015,p.45).





Written and Visual communication
Companies, do visual communication through regular face-to-face meetings, web conferencing, while written communication includes sending text messages, postal mails and emails that greatly helps to build the coordination and connection within the workplace.

Case Study									

This case is about my Husband’s Company ITech Services and I witness this situation few months ago.  Its local company/shop based in South East London, in which they repair and service electronic gadgets including laptops, mobile phones, and tablets. 

I-Tech Computers is the Computer and Mobile Phone Repair Service Company works locally to give the customer the services of repair and maintenance of their gadgets. It’s almost 10 years old local company with around six employees. 

Recently there was an Incident where poor communication of employees with customer causes a problem but the manager solves the situation with his communication skills.

Incident

It was busy Saturday when a customer left his laptop to Employee-A for some repairs at workplace. The customer was given a collection receipt in which approximate time of collection was three days. The laptop was repaired within the time and the customer was informed by the system text message service. The customer did not respond as he was gone for his holidays and was not able to pick the laptop on time. After 20 days when customer came back from his holidays, he came to the shop. Initially, he tried to find the Employee-A, who had a day off on that day. When he was told that the sales assistant he was looking for is not present then he explains his situation to the Employee-B. 
Now Employee-B asks for the receipt, but the customer said that he had lost the receipts. Employee-B asks for the date when the customer left the laptop in the shop. The customer said that he had left that computer more than 20 days ago.
Employee-B told the customer its very old job and he cannot find it unless he found the original receipt. Moreover, he refers the customer about two weeks collection policy of the company, which clearly explains that customer must collect the laptop within 14 days otherwise the company will not be responsible for any damage or loss of the Item left in the shop. Employee B asks for more time from the customer to look for his duplicate receipt only then he was able to find his laptop. The customer did not understand the situation and he got panicked and become aggressive to Employee B.
Employee B tried to explain the situation to the customer but it turns into an argument. Now he has to call the manager to control the situation. The manager came out of the office and asks about the situation. The customer was very angry and very abusive toward Employee-B. The manager politely excuses the customer on behalf of Employee-B and then listened to the whole situation from the customer.
The Manager then searches the database and found customer’s duplicate receipt by taking some information from the customer. The database was very helpful for retrieving the duplicate receipt for the customer. The Laptop was fixed and was ready to be picked up. The manager briefs the customer about the customer mistake that he came very late to collect the laptop. Moreover, he was coming without the receipt and getting aggressive to the Employees was not acceptable behaviour, but that time manager did it in such a way that the customer doesn’t get angry and he realizes his mistake was very apologetic at the end. He paid for the service took his laptop and happily left the shop. Next day customer came back with his two friends as more customers. 

Communication within the Workplace

Communication effectively plays the key role in the organization in their daily routine and workflow. Considering the above-mentioned case we can categorize the communication within the workplace as under. 

Employee to Customers communication:

Effective communication is always more about listening because there is always an audience or the customers in the workplace. When addressing an issue related to the customers the Employees must need to meet the needs of the customers. In order to know their needs, they must listen the customers.
For better communication between employees and the customers, it requires knowing the customers and there needs, for the purpose one must listen to them who are being communicated. Listening is the most important skill which gives a better idea of what to communicate and how. After listening and compiling the matter/message is one of the most important skills for effective communication.

In the above case, Employee-B should have tried to solve the situation rather providing information to the customer about ‘14 days company collection rule’, which actually make customer frustrated. It is most important to understand the customers that how will they receive the information sent out to them (Maund, 2014. P.47).


Manager to Employees communication:

It is essential for managers and employees to know how to interconnect with each other through verbal and non-verbal communication. Social events are organized to break down barriers and build up trust between management and the employees. Employees training also are a form of communication between managers and employees. At workplace the most regularly verbal communication between manager and the employees includes listening, asking, discussing, sharing information, agreeing, suggesting, taking feedback, answering, and explaining the information and converting them into effective actions for the betterment of the workplace (keyton, et,al 2013 p. 159).

Manger's practical approach towards the problem situation in the above scenario was a learning opportunity for the Employee-B. Manager explains how to handle the difficult customers and converting the problem into opportunities. The Manger does face-to-face meeting and trained the employees to handle difficult situation.

Employee to employee communication:

To encourage a two-way flow of information between employees; this requires communication as well as listening skills. Communication can be more effective through databases, emails and text massages and phone calls.
Holding regular meetings by management with employees can bring not only confidence to the team but also refine the ideas and their implementation plans. For effective communication, the Management uses the language and the frequency which employees understand.
Employee’s needed to communicate the information to other employee about customers and their items to prevent problem situation. In the above case, the company database and information stored in the computer to be communicated between employees were used very effectively to solve the situation. Having a digital database of the customers and their Items left in the repair centre not only helps towards the managing accounts but also helps in these types of conflict resolutions.

Managers to Customers communication:

Managers usually do not communicate directly with the customers but whenever any problem situation occurs they should come as an example for the other employees. As a manager, the main goal is to learn and perform well, and this comprises listening actively and use clear words so others can understand the massage clearly. 
Listening not only improves the chances of being a successful team member but also helps to build good relationships. Active listening is a conscious activity; in which conscious minds hear and understand the idea behind the words (Cooper, 1997, p.76).

The manager did the right things because he had the good communication skill he let the customer speak and the manager listened to him politely and attentively then investigates the situation by searching the company database. When he finds the information about laptop he then explained the customer about his mistakes, which Employee-B was doing it before but with wrong timing, and without understanding complete situation.

Analysis

The employee must listen to the customers/audience to understand the problems to find the best solution. To understand the problem one must Listen carefully and analyse the situation and take responsibility and perform accordingly. If an employee does not act on time the consequences are very distressful. To avoid harsh situation it’s important to be creative and try to find out the best solution rather avoiding it.
To achieve good communication with customers or among the team members, employees must be clear about what they are trying to achieve and then explain, whether its just an information, a consultation or suggestions.
To achieve a goal or solve the issues, it’s sometimes very important to combine verbal, nonverbal and Para-linguistic elements of communication. (Morgan, 2017, p.266)

Conclusion

Communication is the basis of all relationships whether personal or professional level. In the workplace one just can't perform effectively without effective communication.  In order to build a good relationship with your customers, employees or managers you must use effective communication.
[bookmark: _GoBack]
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