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COMMUNICATION IN THE WORKPLACE

INTRODUCTION

The purpose of this report is to evaluate the effectiveness of communication in the workplace.
Communication has been with mankind since the beginning of time. It is the main tool in every relationship whether personal or business. Communication is the art of passing information from one person to another and the reverse Webb (1975) It is also a means of connecting people whether verbal or non verbal (written) and in business it’s a key role in management. According to Robert M. Losee (1999) journal of information, communication and library service, communication is defined as information that enters a process and leaves its reverse process. It is also the process of passing information from one person to another which is received after processing; processing takes place when the receiver understands the information that is given to them.  Active listening is very important in communication Christy Bowler (2017) if active listening is missing when communicating receiving information may be misinterpreted.

The Shannon- weaver model of communication theory.org(2010) states that the theory of communication was implemented to improve technical communication but was later used to describe various types of communication. The models also pointed out that communication has these concepts sender, encoder, channel, decoder, receiver and feedback. There is also the concept of noise which when goes through the channel left the message harder to understand by the receiver.
 
Ruben and Stewart (2006) define these concepts as  
The sender: the person who makes up the message and the way they want it to be communicated.

Encoder: this is when the message is changed into signals and is done by the sender when sending the message, the language used when talking or the grammar used when writing or when the voice over the telephone gets coded into waves and transmitted through cables.( communication theory .org.2010).

Decoder: this is done by the receiver when he gets the message. Giving instruction to someone they will have to decode (understand) it before they can carry out the task set for them to do.

Receiver: the person who gets the message who generally gives a feedback to the sender to confirm the message is properly received.

Noise: when the message is transfer through a channel it can be interrupted by external noise this can affect the decoding of the message and can cause the receiver not to get the message accurately.  

Feedback is important so that the sender is confident the message is received by the receiver when they ask for anything not clear to be clarified.

When the sender encode a message and transfer it to the receiver by way of a channel there is a physical noise this can interrupt the flow of the message. When the message goes through the channel the receiver decodes it, in order to understand it. The below diagram illustrate this.
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VERBAL COMMUNICATION

Verbal communication is the delivering and receiving of messages. Tracii Hanes pointed out that communication is the use of sound and language to convey a message. It is a motor for expressing desire, ideas and concepts. Verbal communication acts as the main tool of expression between people. There are two main classifications of verbal communication, interpersonal and public speaking.  Interpersonal communication involves both talking and listening while public speaking is delivering a message to a group by one or more people. 
According to Kenneth H Cohen MD. MBA. FACS (2008) indicates that the improvement of communication is by being an active listener. Active listening is listening with all of your senses. A setting can be created in which listening is accommodated this can be when everyone involve is sitting or all standing and not some sitting and some standing. Acknowledging the person speaking by using body language: eye contact and avoid crossing arms as this comes across as being arrogant or in disagreement.
Robert M. Krauss, Professor of Psychology at Columbia University, signs and symbols are the main part of verbal communication. “Words act as symbols” and facial expression, blushing and tone of voice are secondary products of sign.  Verbal communication has challenges.


Communicating verbally has advantages; these include time saving, immediate feedback and effectiveness. 
Time saving: according to the business communication post (2016) when immediate action is required and the executive workload is heavy this type of communication is best used, especially when giving instructions on haste.  
Immediate feedback: the post further states that instructions and messages can be adjusted immediately if the response given by the receiver is unfavourable or their expression is showing confusion (not understanding the instructions given).
Effectiveness: the effectiveness of verbal communication is helped by the tone and intensity of the voice of the person speaking; this is achieved in the moment because the person is within earshot. An example of this is the weekly meetings taking place at work whereby managers inform employees of any changes and the employees have the chance to put across their views and suggestions on what is working and what needs improvement. This leads to a mutual understanding between management and staff and a better work relationship. During these meetings the managers are able to figure out if any member of staff is overburden with the workload assign to them and can take action immediately to rectify this.

A mixture of challenges may occur when communicating verbally. These include misunderstanding, Faulty communication techniques and language barrier.
Misunderstandings: this can happen when poor choice of words is used for instance in my own personal experience working in a hospital setting a patient who is nil by mouth if the sign is not on the door the catering staff may give that patient something to eat this will result in the operation being postponed.
Faulty communication techniques: this is when the wrong method of communication is used. A sent email has the potential to be read by someone other than as well as more than the intended recipient. . This can cause confusion or tension between the sender and the intended receiver.
Language barrier: this is one of the biggest causes of misunderstanding with verbal communication. When non English speaking patients from abroad it are admitted to some private hospitals is hard to communicate with staff because they do not know how to ask for the things they need and members of staff do not know how to help them therefore an interpreter is needed. If there is no interpreter on site the patient will have to wait until one is available or even do without.


NONVERBAL COMMUNICATION
According to the Journal of Management, “nonverbal communication is the sending and receiving of thoughts and feeling by way of nonverbal behaviour” (Ambady & Weisbuch, 2010:465).
There are many ways of communicating nonverbally these include emails, letters, postcards, reports, memo, posters and broadcasting and newsletters and magazines.
Managers need to have quality communication in the workplace this can be in the form of emailing.


According to the Handbook of Business Communication, email is virtual communications that help people communicate quickly and cheaply. In the workplace emails have taken over sending letters the reason is the receiver gets the message quicker. The increase in the use of emails for passing information is increasing Electronic communication and is available to employers and employees. Sending emails has advantages and disadvantages 

Effective communication: being able to communicate effectively with co-workers from anywhere in the world regardless of where they are as long as there is internet connection. An employer can communicate to their employee from home or even when on holiday by sending email if for instance there is a meeting so as to pass on important information to staff.  In some private hospitals patients and relatives can communicate their feedback by email, this is easy to forward to the various departments and to individuals.
Quick response: employers can respond to clients and co-workers quickly and easily as they do not need to spend time on the phone trying to get through or even leaving messages sometimes with the receptionist.
Low cost: unlike sending postages the cost of sending emails is very low or free if Wi-Fi is available. Sending emails is cost effective as there is no need for paper printing or posting.  One piece of correspondence can be copied to many others or even blind copy others if you do not want the original receiver to know you are sending to other people.
Save time: emails save time this is because there is no need to move from your office using up valuable time. In the workplace time is saved by not having to go from office to office to communicate an idea or to present information and feed back as requested by your manager

Although there are many advantages in sending emails unfortunately there are disadvantages also.
Spam email: these can clutter your inbox and might present a virus. Another disadvantage is misunderstandings can happen when messages are not constructed properly, if a manager sends an email requesting to get something done but the instruction is not clear misunderstanding comes into play and this can escalate, however, if a trusting relationship is maintained between management and staff these can be limited. 
Confidential information can be forged; when confidential information is mistakenly sent to the wrong person or persons this can happen. This occurs when the sender click reply all instead of to the intended individual.

It is a requirement by law to educate every employee on health and safety within the work place this can be communicated by posters or leaflets. According to the website Safety First Aid (2015) every employers is required by law to have HSE posters visible to all employees or the equivalent leaflet.  Health and safety posters are used to communicate the employers and employees responsibilities and what do in case of a problem. Therefore, the health and safety poster should be legible and designed to draw employee’s attention to inform them of its contents. The website (employer’s engagement ideas 2014) states that a picture is worth a thousand words and posters will hit you in the face. Posters can be used to communicate impending staff party these will be located strategically at the main entrance of the building visible for all to see.

Sheriff Hussien (2014) pointed out that newsletters and magazine are a good way to communicate; a good news letter can be an effective tool to communicate internally with employees at work. Staff magazines and newsletters are used to communicate social news examples births, deaths, upcoming events, who got married, who left, who joined and any plans to close any part of the building for maintenance work to be carried out. This can be used by managers to communicate the acknowledgement of the hard work put in by employees. 

CONCLUSION

It can be argued that communication plays a vital role in every workplace and managers need to have a quality communication system in place whether it is by emails, newsletters and magazines or posters and broadcasting employer’s, managers and employees need to stay in touch. All good relationship grows on open and honest communication this goes for the workplace as well. When honesty is involved the trusts between co- workers improve and communication flows leading to the smooth running of the business.
Communication can be improved if a mutual respect is shown to all whether it be employees, managers employers and also family members. Everyone ideas are to be valued as working together solutions can be develop base on all collective insight, knowledge and creativity.
In agreement to Kenneth Cohen communication within the workplace can be improved if everyone listens when communicating with each other.
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