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Introduction


The aim of this report is to analyse the different types of communication at the workplace among the team members, the difficulties faced because of poor communication skills, and how they can be overcome. The solutions covered in this report can significantly contribute towards the improvement of the nature of the conversations held. Communication is a key aspect in the formation and retention of relationships among human beings, so it is beyond a shadow of doubt that having good communication skills will be essential to the individual as well as to the collective in attaining the common goal.  






“Communication: The process by which information is exchanged between individuals through a common system of symbols, signs, or behaviour” (Merriam-Webster Dictionary, 2020). 
At the university we discussed on the subject of the different types of communication such as: Verbal/Non-verbal and written communication. I have never really taken into account the importance of all the aspects of communication and the impact it has on a day-to-day basis. Taking into account aspects such as active listening and assertiveness aided me in better understanding the information directed towards me during any work-related activities. Furthermore it is only recently I have begun to notice that there is non-verbal communication which takes place alongside the verbal, which serves to increase my understanding of what the speaker is trying to put across. I came to the conclusion that the body language of the speaker such as the tone of voice used, facial expression, posture and their general appearance, sometimes can reveal any hidden inferences behind their words.



Case study

In the construction site where I currently work, effective communication is essential throughout the different layers in the chain of command. It is absolutely imperative to have a clear message in order to complete the task to the highest standard and within the specified time. 
For instance, my supervisor often addresses us in an aggressive and rushed manner, leading to the fact that some workers who have a limitation in the speaking of the English language are more likely to be fired because they and the rest of the team find it difficult to fully comprehend whatever he is trying to tell them, which then has a detrimental effect on the nature of work that is completed. However, some leave independently. Sometimes in morning briefing he tries to speak calmly but his body language shows otherwise as he clenches his fists and waves his arms in a lively manner when trying to emphasise a point. When he is put under pressure because of limited time to complete a task, his appearance clearly mirrors a sense of urgency and uneasiness.  Now that I have come to know about the correlation between verbal and non-verbal communication, I can link his posture and general appearance to the way he chooses to project his voice when he speaks. Also, due to the fact that he does not listen to anything that the workers want to say which could benefit the task at hand in any way, it usually takes longer than he had planned to for it to be finished. “Assertiveness is the quality of being confident and not frightened to say what you want or believe” (Cambridge Dictionary, 2020).
(Baney, 2004, cited in Griffiths and Dunham, 2015) Assertiveness can best be expressed by including the following three components: I think, I feel, I want. 
Assertiveness can be utilised by workers when exposed to pressure from their supervisors in order to confidently answer any questions posed whilst raising their confidence. A strong assertive statement could risk invoking a negative response or more questions. In that case, beginning of the response can be rephrasing and softening the nature of the question. On the other hand, assertiveness can be applied to supervisors, because an assertive communicator will always aim to make respectful comments or requests. In the case of a supervisor, having assertive qualities would dramatically improve the quality of communication that takes place in a sometimes very heated discussion. In addition, power posing can be beneficial too. According to Cuddy (2012) power posing helps the individual to feel more confident. Therefore, if you pawer pose before a stressful situation, you feel calmer and more in control. This theory can be used by workers who face stressful situation at workplace, growing confidence in themselves and showing to their supervisor that they are not afraid.  

“Active listening: The process of attending carefully to what a speaker is saying, involving such techniques as accurately paraphrasing the speaker's remarks” (Definitions, 2020). 
 In order to accurately understand what another person is trying to put across, active listening is crucial. Before a meaningful response can be given, an accurate understanding of others is required. This superior development skill calls for the listener to get into the shoes of the spokesperson (Kogan, 1994, cited in Griffiths and Dunham, 2015). The supervisor in the aforementioned case study lacks the ability to listen actively when being addressed by his subordinates. This is the reason why almost all the employees have no respect towards him but rather resent him. “Your ability to listen well will have an impact on whether others feel respect towards you, whether people continue to communicate openly with you and the broader impression that people will have” (Morgan, 2017). In addition, insulting, using foul language, discouraging and putting pressure on his subordinates, often leads to dangerous and unsafe situations which have a high likelihood to result in work-related injuries. It does not come as surprise why so many are simply leaving their job. The ignorance and blindness of that individual can be simply amended by merely improving the way that they communicate with others. Especially active listening. Sometimes, instead of too much talking, it is better and more useful for them to be quiet and simply listen. An example of this could be striving to listen and understand the topic whilst someone is trying to reach a specific understanding, instead of automatically thinking about how to respond. That is when the concept of ‘getting into the shoes of the speaker’ is most needed. 

It is not only difficult to communicate well in situations of pressure and when the other person is rude and inconsiderate such as was mentioned before, but it is even harder for the listener to remain calm and composed. Morgan (2017) suggested eighteen concepts of how to communicate in difficult conversations. 
1. Check any assumptions: Making sure of any assumptions you have made before starting a conversation and being in complete control over any emotions as they can sometimes cloud judgement.
2. Reframe the purpose of the conversation: Using the conversation as a chance to resolve a current problem and to change the way a person behaves rather than delaying it which can possibly increase any tensions.
3. The use of the passive and active voice appropriately: Trying to contain any negative feedback in the ‘passive’ voice, rather than the ‘active’ voice.
4. Use a ‘praise sandwich’: Instead of using ‘but’ in a negative light after someone’s appraisal, try to be more positive by informing them on what they could do to improve in that aspect.
5. Watch your language: What we choose to say during a conversation will undoubtably affect someone else’s input, so being attentive about our language will allow us to achieve the desired objective in a way that being straight-forward will not. Avoid using words that are likely to put down someone less skilled in the task.
6. Be clear about consequences: Do not hesitate to inform someone of what consequence their actions if not stopped, will lead to. Thus, giving them the idea that they may continue what they are doing as if the consequences do not exist. Then in the case that consequences for their actions do not exist, do not try to make them up.
7. Assume good intentions: Unless there is information that hints strongly to the contrary, always try to assume benevolent intentions as you have time to amend them later. It is difficult to change a derogatory impression of someone, if that is how you first see that individual.
8. Avoid emotion during a conversation: Focusing on reliable information rather than your own emotions is key. When emotion is part of a conversation, it will often hinder clear judgement leading to a far more heated conversation than was necessary. The use of specific language in an emotional conversation will tend to make it more destructive than helpful.
9. Ensure that there are no surprises: There is nothing more dispiriting than to be told off about an action that you did not believe to be wrong. If you aim to have a complicated discussion, make sure the person is expecting it to come at some point.
10. Leave the conversation on a positive note: If you think it is in your power, after making known any goals that you intended to be achieved, maybe try taking measures that will help to prevent the problem from resurfacing. Aimless conversations often lead to no clear and beneficial outcome.
11. Use language which allows for some doubt: Make sure you speak in a way that will not make the other person feel you are outright condemning them, if possible, speak about their actions using words such as ‘might’, ’seems’ or ‘could happen’. 
12. Listen well and do not interrupt: Let the other person express their opinion instead of interrupting them, which can often make them irritated. Make sure that you share the same understanding of the situation at hand.
13. Encourage self-reflection: Ensure that you allow the other person time to reflect before awaiting an answer. This secures a more positive atmosphere.
14. Do not be afraid of silence: Silence can often prove to be very useful as it offers the other person time to think.
15. Do not match someone else’s mood: In a heated discussion where the other person is in a bad mood, try to concentrate more on how come to the end of a problem rather than to match their mood as oftentimes two angry people are less capable at solving the issue at hand.
16. Do not focus on what you cannot change: Try to focus on altering the other person’s behaviour rather than personality as this is often to no avail.
17. Consider whether you need to apologise: Often it is difficult to apologise to another person. However, doing so will work at restoring strained relationships in the workplace. On the other hand, do not apologise for things that are not your doing. 
18. Do say ‘Thank you’: In spite of the conversation not reaching the intended outcome, the other person might think the whole conversation as a waste of their time. So, saying thank you will ease any tension. 

Abiding by these tips will ensure that your conversation is neither boring nor one that ends in an angry manner where no clear conclusion is reached. Taking into account the situation as described in the case study, for both superiors and subordinates utilising methods such like assertiveness, active listening and power posing can have a huge impact on how the conversation is carried out and may result in improving the level of productivity. 


Conclusion
In conclusion, this report touched on some issues that we come across when communicating with others. The methods mentioned in this report are crucial in the improvement of the quality of communication that if applied in the workplace, or day-to-day conversations, can ultimately result in them becoming more enjoyable and informative thus strengthening the relationship in the team or in the individuals.
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