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[bookmark: _Toc408544819]1. Introduction
As stated by Fiems and Hertig (2001, p.51), “communications ability is probably the single most important skill a security officer has”. According to Maund, Schriek and Tinkler (2011. p.47), “communications is the ability to communicate with others. However, according to when we describe the word effective communication we must bear in mind that communication is all about hearing, listening, understanding massage, body language and speaking”.
Communication is one of the important aspects at workplace regardless to any industry. For an employer or employee poor communication brings extreme difficulties. Regarding to the security industry, consequences of poor communication are more extreme, as they deal with the protect asset, people and businesses (Chilcutt, 2010). As part of job responsibility security office need to interact with various people every day and effective communication skills become huge important when providing direction, interviewing or questioning any suspect, writing an occurrence to supervisor or police.
The objective of this report is to provide an overview of the communication process of a selected organisation and suggest professional recommendations how the communication can be improved within that organisation. 
[bookmark: _Toc408544820]2. Communication at security industry
In this report we will be discussing and examining the communication from the security sector point of view. The company established in 1999 and provide security services to retail business, bars, nightclubs, offices and warehouses. According to Harold-Brown (2015), “security organisations generally function on a hierarchical arrangement based on levels of seniority. Decisions are often passed from the top ranking downwards and reports and instruction are passed through these levels as required. As an officer within a security company, the person you report to will generally be the same person you receive instruction from”.
The communication process of any security company vastly reliant on constant communication between 
· Management of the security company and security officers. 
· Security officer and clients. 
· Clients and management of the security company. 
In the following section a brief overview of the communication process of the security company will be described.
2.1 Communication process between management and security officers
In this scenario the company mainly uses electronic communication as channel or transmission medium to allocate job or despatch job. For example, when an urgent client’s request for a security officer arrives the supervisor publish the job on company portal which is accessible by the security officers and if the clients request is very urgent then supervisor call or send SMS to the next available security officer strength away. Using this type technology process is not only fast and efficient but also very convenient (Cameron and Webster, 2015). However, there were instance where the transmission medium can worse either, because the electronic communication might fail into technical breakdown, external or internal barriers to listening or in the other hand, the sender of the massage or speaker uses jargon; technical word, message overload and others. 
In this process
Communication between security officer and management is a two-way process. Despite most of the time the security officer is required to be a passive listening but, in some situation, management need a feedback and that is when we need to apply for an active listing and using tools like, reflection, paraphrasing the massage. The security officers hardly make any face-to-face communication with their top management. Therefore, not engaging enough leads the security officer to try not to communicate with their management clearly and constructively.  The consequence is poor communication and low employee morale in turns increase employee overhead.
[bookmark: _Toc408544821]2.2 Communication process between Client and security officers
In this scenario the security officers are on the field and need to enhance all his communication excellence with clients and their customers. The component of communications is conveyed verbal and combination with nonverbal cues. The channel using in this process is face to face, electronic device, and writing. The client generally uses verbal communication to communicate their demand and expectation from the security officers. The security officer needs written communication to report any occurrence or incident and write email to their supervisor to describe the incident. Most security officer, predominantly door operatives and security person at retail business frequently uses both verbal and non-verbal communication with the client’s customer Therefore, the interaction between the security officer and client’s customers need to be polite and approachable. As stated by Harold-Brown (2015), “security officers represent their place of work through their appearance and actions, so it is important that your body language is consistent with your verbal message to enhance understanding”.
However, there were instances where poor codes of nonverbal cues like, facial behaviour, posturing, vocal expression, proxemics, physical appearance, and touch with client’s customer made clients dissatisfied and reduce cross collaboration. The reputation of the company also hampered.
[bookmark: _Toc408544822]2.3 Communication between client and management of Security Company
Usually a formal communication process is followed between client and the management of the Security Company. The company communicate with their existing clients using emails. The contract between the security company and its clients are written. The clients contact the company using email. For any emergency the clients make phone call. To communicate with external clients or potential client the company send formal letters and leaflets. 
[bookmark: _Toc408544823]3. Impact of poor communication
Poor communication can bring adverse effect at workplace and considering the security industry the impact can be devastating. A recent study conducted by The Economist (2018) identified the following impact due to poor communication at workplace.
· Delay business operations (44%)
· Low employee morale (31%)
· Fail to meet organisational objectives (25%)
· Increased work stress (52%)
· Low sale and high employee turnover (18%)
[bookmark: _Toc408544824]4. How workplace communication and performance of employers can be improved	
In this section we will mention some different models and theories for improving your communication skills;
HURIER model (Brownell, 1994, 1996) he points out some few additional ways to improve your listening skills by examining six interrelate element; H-hearing, U-understanding, R-remembering, I-interpreting, E-evaluating, R-responding.
[bookmark: _GoBack]KEYS strategy having lack of nonverbal communications skills and using this strategy, can help hugely your nonverbal cues in the workplace. According to Maund, A., Schrienk,M. Tinkler, P. (2017) point out how some few steps can affect positively your body language massage; first strategy, know yourself, second step, asses if your nonverbal cue is acceptable in your workplace, third step, how nonverbal cues conduct between you or your client or manager or teammate. And last step, after any communication step back and analyse and reflect about your body language.
Shannon-Weaver Model This section analysed how the communication process within the selected security company can be improved using Shannon-Weaver Model of Communication. According to the Shannon-Weaver Model (1949), “communication includes the following concepts: sender, encoder, channel, decoder, receiver and feedback. Furthermore, there is also concept of noise included in the model, which goes through the channel and renders the message more difficult to understand by the receiver” (Chaturvedi, 2013).
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Information source (Sender)
According to Chaturvedi (2013), “the communication process begins with the information source. The sender has some raw information. His intention changes that information into a message to be communicated. The source of a message therefore, is the information source of the communication process”. While sending any message the supervisors, security officers or the clients must consider the following factors stated by Tibodeau (2013, p161).
1. Any message that will be sent need to send it in time and without any delay. Supervisors need to give enough time when they are requesting any security officers to perform any job.
2. All the information such as time, date, job place and so on need to accurate and complete
3. All information that will be communicated must be clear.
4. The information of the message must be succinct and.
While providing any information the sender must consider the communication level of the receiver (Thibodeau, 2013, p162)
Encoder (Transmitter)
According to Chaturvedi (2013), “having thought over the message, the sender puts it into words (verbal symbols or any other symbolic form of expression). This process is called encoding”. 
Verbal communication can be efficient by just staying calm and intensive, and expressing the words correctly and clearly. During verbal communication it is important to be concise, speak with body language and focus on body language.
As it has been mentioned earlier that in security industry, writing an occurrence or incident report is often performed and most of the time these reports are very confidential. These reports will be accessed not only by management but also often by police and can be used as legal evidence. Therefore, while writing these reports its necessary no use simple and clear word. The report must be professional so that anyone can understand the content of the report. According to a Butterfield (2013) “good report writing can be achieved by the use of simple yet formal wording, accurate spelling, punctuation and grammar – slang, informal terminology and text-speak should be avoided at all costs”. The security companies need to carefully train their security officer on how to write incident report keeping in mind the importance of these reports.  
Channel (transmission) 
According to Chaturvedi (2013), “an appropriate medium—oral, written, electronic, in code, or a signalling system—chosen to send the message is known as channel”. 
The security company that the author works for mainly use electronic communication channel such as intranet, email, SMS, and mobile call to communicate with their clients and team. Before using electronic communication method, the Security company must ensure that channel is free from any problem and receiver has received the information correctly.
To improve the communication, process the security company need to improve its face-to-face communication because as stated by Kikoski (2011), “face to face is one of the richest channels of communication that can be used within an organization. Physical presence, the tone of the speaker's voice and facial expressions help recipients of a message interpret that message as the speaker intends. This is the best channel to use for complex or emotionally charged messages, because it allows for interaction between speaker and recipients to clarify ambiguity. A speaker can evaluate whether an audience has received his message as intended and ask or answer follow-up questions”.
Receiver
According to Chaturvedi (2013), “the communication process ends with the receiver putting the interpreted message into action, as intended by the sender”. On receiving the message, the receiver can contribute to effective communication by the following steps:
· The receiver should not interrupt the communication until it comes to an end. Provide feedback or answer accordingly.
· The receiver should jump to conclusion without following the communication or ending the communication. According to Kikoski(2011), “this can lead to confusion and poor response on behalf of the listener”.
· Showing interest to the sender’s information can make the communication process effective.
· Asking question, providing feedback and paraphrasing any ambiguous words and sentence that the receiver need to perform. This will improve the relationship between the sender and receiver.
Feedback
The final step of communication process is feedback. One of the main drawbacks identified in the author’s Security Company is that the feedback is not strongly evident in the communication process.  The employers need to provide feedback to the employees on their performance and ask for feedback from employee how they are doing as employer. Honest feedback can improve communication and provides a lot of benefits. According to Dignen (2014), “two-way communication gets confirmed that the message is rightly sent and can understand the success or failure of communication. Positive feedback is another word for praise and is all about taking the opportunity to express appreciation of a job well done, in the hope of inspiring an individual to do many more jobs even better. Feedback is essential to develop performance”. Feedback may assist to enhance employee morale. The security company can also use feedback to identify the training required for an individual which will enhance organisational efficiency. 
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5. Conclusion
This report describes the communication process of the security company that the author works for. Several instances of poor communication within the security company have been identified. Poor communication is bringing adverse effect at workplace and considering the security industry the impact can be devastating.
This report recommends that the company can improve their communication by providing concise and information in timely fashion. The company must ensure that channel of communication is free from any problem and receiver has received the information correctly. To improve the communication, process the security company need to improve its face-to-face communication. On receiving the message, the receiver can contribute to effective communication by not interrupting, jumping any conclusion, show interest and providing feedback. And most important as security officer for your professional excellence you most always apply or using Codes of nonverbal communication. Finally, ensure for active listener, the employers need to provide feedback to the employees on their performance and ask for feedback from employee how they are doing as employer. Effective active listener can improve communication and provides a lot of benefits.
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