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What is communication?
Communication is the one skill that everyone starts to learn early in life and this learning process is seen to be continuous more or less throughout life. Starting from parents at early life laying emphasis on the children’s speech and listening skill, school teachers guiding students about how to communicate with their peers, right up to organisations that invest heavily in training their employees to be good team communicators. Clearly, communication is an essential skill in life and organisations. (Turaga, 2016). Hence, there are many models, concepts and theories of how effective communication can be implemented in organisations. Communication is known as the exchange of thoughts, information, or ideas that results in mutual understanding between both the sender and the intended recipient. (Andrew Maund, 2017). 
Therefore, communication can only be said to have taken place, when the intended recipient is able to interpret the message correctly, as intended by the sender. This is an extremely important feature that must be exhibited in the work place at all times. In any work place, every employee is expected to understand his or her job description who to report to and any other instructions or memos sent out at later dates concerning any process or other people involved in the workplace. A misunderstanding or mis-interpretation or gaps in information of instructions can lead to mayhem at work.
Effective communication is not only what is being said but also, how it is being said in terms of the tone of voice, facial expression and body language. This way the recipient will be able to judge fairly exactly what message is being communicated truly. It is therefore, important in a place of work for both the management and employees to be attentive not only to verbal but also, to what is being communicated non-verbally. Another important part of communication is the act of ‘active listening’. Many people hear words being said but they are not actually digesting or taking in the information (whatever was heard was not processed). If active listening is not taking place, this could lead to misunderstanding of information being received. As James Thurbe puts it, “Precision of communication is important, more important than ever, in our era where a misunderstood message can trigger negative thoughtless actions”. (Jethwaney, 2010)
For a good business image, communication between employee and the client is of utmost importance, the quality of this communication will be as a result of the communication between management and employee (vertical interaction) or even between two or more employees (horizontal interaction). These must be accurate to be effective, (Laff, 2006; Madlock, 2008; Petitt, Goris, & Vaught, 1997). “To be effective, communication must be open and able to travel freely across channels, and it may need to be coordinated between parties within an organization” (Spiers, 2012). Also, it has been researched that if communication is not effective between management and employees, this can lead to a high turnover of staff because of the critical nature of communication. This will not only be expensive for the management in terms of training but it may also disrupt work processes. It was analysed that many employees almost value being effectively communicated as much even if not more important than their wages. (Employee Benefit Plan Review, 2003)
Many organisations globally now attempt to impress on the management and staff the crucial nature of effective communication to avoid high turnover of staff, challenges in the management or leadership of the organisation or employees not being fully committed to their work Employees will not deliver a good quality of work or complete their tasks successfully in an environment where there is low or ineffective communication between the management and employees, this has now led to an increasing demand for precise information through effective communication. (Owen Hargie, 2004). However, when employees are being communicated with too much, effectively or not, this too can pose as a source of distraction and may disturb their daily tasks. (Johlike & Duhan ,2000). The Impact of Effective Communication on Employee Turnover Intension at First Bank of Nigeria 17 162), a  survey was carried out and the result showed that the style of management communication with the employees was not effective as it was not open and there was no room for a feedback or a consideration for the views of the employees at the till that were actually in direct contact with the customers. Also, there was no cordial relationship between the management and employees, which led to a task-oriented rather than people-oriented organisational culture and structure. (Insights, 2013). According to Shoemaker (1998), “a friendly and people-oriented HRM style impacts positively on organisational success as well as creates a work environment that discourages high turnover rate or intension. So, effective internal communication is integral to reduce employee turnover intension at this bank”. 
The Communication Model
One of the most common communication models is the David Berlo’s SMCR [Sender – Message – Channel – Receiver].The sender uses a medium or channel to get his or her message to the receiver. The message is the actual content between a speaker or sender to the listener or receiver. There may be varied levels of disturbances in the medium or channel used to convey the message. These disturbances in the movement of the message may be physical, environmental, psychological/mental or linguistic. All these factors will be considered whilst communicating. (Hartley, n.d.)
Also, effective communication is key when an organisation is implementing changes in their processes or systems. The relationship between effective communication and successful change management is simply a direct one. (Husain, 2013)
If communication is very effective through all stages, the intended change has a very high success possibility.  However, if communication is not well managed and is ineffective, this will give rise to false and misunderstood messages, rumours and employees may resist the change. (DiFonzo, 1994); (Zemer, 1992). 
I recently resumed work in the Milton Keynes branch of the company I have been working for since June this year (2018). The first location was in their Basingstoke branch. Even though they are operating under the umbrella of the same company, the management styles in both branches are somewhat different. In the former place in Basingstoke, it is common practise for the administrative manager to organise regular training and offer to bear the cost of tuition fees for degree courses for their staff, which indirectly communicates career progress and that the company cares about its staff. On the other hand in the second location, there are very few in-house trainings going on and no offers for financial assistance with tuition fees for those who want to improve their skills and gain more theoretical knowledge. This serves as a motivation for the employees to be more committed to their jobs, thereby producing a better quality result.
Recently, a member of staff in Milton Keynes approached the manager and asked to be moved to another section of the company, the manager’s answer was simply “no”. He did not ask the member of staff if there was any reason why she asked for the move nor did he explain to her his reasons for turning down her request. There was very little communicated with words. However, for the staff a lot of negative feeling was communicated. Coupled with a very low sense of appreciation that the said staff had already been experiencing, this staff started to show a decline in her dedication towards her work. Generally, the Milton Keynes branch has been experiencing a high turnover of staff, when compared to the Basingstoke branch.
Also, generally in the Milton Keynes branch the employees feel that their contributions or complaints fall on deaf ears, as the management does not respond much if at all, this has contributed to the high staff turnover. The organisation runs on a 24/7 basis as it is a care home. Hence, we have the day staff and the night staff. Since the night staff work outside the normal administrative working hours of the organisation, the night staff do not feel they are being treated as deserving to know the facts and thus, many don’t have the sense of belonging. This is a negative feeling and has a bad effect on their commitment to the organisation. 
The single worst situation in any organisation according to George Bernard Shaw, is having the wrong impression that communication has taken place, when it actually has not. It can lead to serious problems for the organisation. (Hartley, n.d.). Especially in my organisation, being in the Healthcare sector, dealing with human lives directly. Usually, the dissemination of information from top management down to the lowest management level, the supervisors, is sometimes distorted. The quality of the message will depend on the sincerity, understanding and clarity of speech of the supervisor, when relaying these messages to the health carers that will be in direct contact with the residents in the home.
Conclusion & Recommendations
In conclusion according to all the theories and concepts of effective communication in an organization, recommendations of how management should effectively communicate with employees would include; treating employees as deserving to know the facts, in other words, management should carry employees along as decisions are being made regarding the organisation and welcoming contributions from employees. Sharing the vision of the organization with employees, as this motivate them and make them feel a part of the organisation. (Turaga, 2016). Also, a medium or channel to send information through should be void of disturbances, such as use of difficult and ambiguous words, unclear speeches and tones that can put employees off whilst listening. 
Most importantly, a feedback from the employees of their understanding of the message communicated to them is crucial. Also, to create an open communication channel, whereby, communication can be in both directions, from management to employees and vice versa. From the perspective of the Human Resource Department, if organisations want to experience improvement in the productivity of their employees, they would need to lay emphasis on a work culture that supports openness in communication between the management and employees. Hence, effective communication has become a strategy to connect with, please and retain employees. (HR Magazine, 2008)
Further research recommends the following for organisations that want to top the chart on employee productivity;
· In every employee communication program, emphasis the importance of the customer.
· Draw up communication programs, highlighting how employees fit into place in ‘running the business’.
· Consciously work towards improving the communication efficacy of managers
· Use the influence of internal communicators to manage change effectively.
· Rate the effect of employee communication on crucial business metrics
· Make the most of the employee experience ‘brand’. (Trahant, 2008)
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