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1. Introduction
In this report I will be analysing how well communication was between employers and employees at my previous workplace within the NHS.I will also be discussing how I feel workplace communication and Employers performance can be improved touching on different methods and variations that were used and should have been used more sparingly. I will apply real life scenarios relevant to describe when I have seen communication be successful and other times where I have felt it had crumbled.       
2. What is Communication and its purpose?
Communication is when there is an imparting or exchanging of information between two or more people consisting of sharing thoughts, messages, ideas and information resulting in a level of understanding dependant on how the receiver chooses to perceive it. This can be done by speaking, writing, face-to-face conversation or any other medium. Without communication in the workplace it is not possible to send, relay and receive messages, neither communicate tasks to colleagues nor understand responsibilities delegated from managers. It is said that communication skills are fundamental for success in order for an individual, a team or an organisation to be a success. 
2.1 Encoding and decoding messages
 (A. Maund 2017 P47-48) States the process for a message to be successfully transmitted usually requires a sender, a receiver and the message going across seen as Encoding and Decoding messages. The way encoding is done is that the information to be relayed by the sender is selected, whether that is in word form, picture form or symbols through a chosen medium to transmit. It is then the receiver’s role to decode and interpret that message as they think it has been expressed. There are multiple reasons that a message could be misread, hence causing obstruction and blocking to the process of it understanding accurately. When the message that is transmitted is received precisely and extracted in the correct context this is usually the results of meaningful communication where message has been understood
Encoding And Decoding Diagram
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2.2 An example of Encoding and Decoding at the workplace
In my role of administrator there were messages encoded and decoded daily between Reception Manager Sharon and myself and the Reception Team. An example of this would be when we were short staffed, which meant that many tasks were left unfinished such as filling in gaps for empty appointment slots, by offering them to patients who require urgent appointments. Other tasks such as acknowledging voice messages left, receiving the calls in a timely manner and locating missing patient notes. Sharon was quite disappointed that patients were complaining and also senior admin had been in touch to say they were getting calls coming through when patients were not able to reach reception. The first message that was transmitted was from Senior Admin to Reception Manager to flag up that they had to withhold their work to accommodate our patients, which they were unhappy about. This message was relayed via phone call and communicated using words, phrases and tone of language.
 The second message exchanged was between Sharon and the reception team. Sharon emailed us reminding us of our duties and what tasks we were to prioritise, even delegating and distributing responsibilities between us. We had tasks to complete within the end of the working day and to email her the results of our workload that day in a chronologic form. Although the message was a polite reminder in the form of an email we the team interpreted it as incompetency to manage reception effectively and that we should be more productive with how we deal with our responsibilities not allowing the pressure to let us down. Also this resulted in our workload being monitored which would highlight if we were all doing the sufficient amount expected from us and proof that to have us covered when questioned by senior members. Many results can come out of even the simplest message depending on the intention of action behind it and the receivers’ response.
3. Verbal Communication  
Verbal Communication is a type of oral communication when information is shared amongst individuals by using speech, which could express feelings, thoughts, ideas and opinions in the form of conversation, discussions and presentations. Effective verbal communication means the transmitted message is accurately understood by the receiver through language and use of tone. In a professional engagement it is important that the speaker is consistent and has clarity in the message they are conveying, so the factors that may affect the listener not being able to understand is significantly reduced. Also a speaker should have the ability of listening to interpret the message being received from others this is important for there to a successful exchange of verbal messages.
3.1 Verbal communication In the workplace 
An example of when verbal communication was used in the NHS and was very crucial for both employee and employer to listen to each other was for the One-to-one meetings which took place every month and was referred to as PDP (Personal Development Plan) between myself and line manager Sharon to monitor my progress, reflect how my responsibilities were being understood and demonstrated, to enhance my development, and general praise or concerns.
3.2 Effective communication between Employer and Employee
One occasion where I had my PDP, was when I first started and I was still getting to grasps with the aspects of Reception so Sharon and I went through a checklist which was all the tasks of Reception that I should be competent within six months of being in the role. Sharon invited me to attend this meeting via email but the event itself was to take place face to face and verbal. She welcomed me with warm smile and told me to take a seat. She made me feel comfortable and went on to praising how fast I’ve been learning everything and how I’ve become a valuable member of the team. I was able to complete some of the main tasks by myself such as create new patient profiles, find Dentists by initials and book/change appointments, take phone calls and action them and process dental payments and log it onto the system.
 Sharon got more serious in her posture and in a calm polite manner expressed her expectations and concerns. Her concern was that the dentures delivery was being neglected and I should become responsible to log in the denture deliveries everyday and distribute them to the dentist’s pigeon holes. Also post had been piling up and the other staff were lumbered so once I was comfortable we’d be sharing all the daily tasks split between us three. She then asked me how I found it and if I was struggling with anything? I told her I was struggling with presuming how long different type of dental procedures take when such brief instructions were given by Dentists on a piece of paper as follow up information, so I created a code list against what specific dentists specialise in and what type of procedures they carry followed by the abbreviation for it and asked Sharon to clarify how long each should take so I knew how long to book appointments for when dealing with appointment book E.g. H30 meant hygiene appointment for 30Minutes. We concluded our meeting on a positive note as I was told the other team members were glad and relived to have me on board.
The conduct of my manager in this case the employer towards me the employee was supported by the Barts Health values, visions and behaviour. Where they believe everyone at Bart’s Health is making an important contribution to patient experiences, employees should be thanked when they have done a job worthy of appreciating, feel valued and empowered, work towards building trust between managers and colleagues, treating everyone as valued individuals in fairness and equality. (NHS Staff Handbook July 2015)  
4. Non Verbal Communication
Non verbal communications is when we communicate and relay messages without the use of words, but give out non verbal cues and signs through our behaviour, body language, posture and facial expressions. A substantial amount of the messages we convey whether intentional or non intentional is by the non verbal actions we do without even saying anything. Non verbal communication exchange can relay more about our characters than the words we may speak, even small details such as eye contact, appearance and the distance between one another. Facial expression is the most common giveaway when engaging with someone as it reflects our emotions whether were happy sad, frowning or disappointed alongside body language we can have warm open body language, initiating gestures or close shut off body language which can show need of space, no willingness to communicate and blocking off interaction.
4.1 Non Verbal Communication in the workplace
Non verbal communication at the workplace happened far too often and daily exchanges were made from the start of the day. These started from greeting in the mornings sometimes colleagues would greet with a smile and engage in conversation other times the greeting would be non verbal by a simple nod of acknowledgment, followed by lowered gaze closing the engagement. This could be due to factors such as workload being heavy so the pressure is visible or simply trying to focus concentration on work tasks and prioritising that at the time. 
Another occasion would be when the manager’s door would be shut the door that meant she is busy and does not want to be disturbed unless absolutely necessary or she is discussing something confidential. When she is available she would leave the door wide open this would indicate non verbal communicating using an object to symbolise a message. 
4.2 A time where I felt communication in the workplace could have been better
Many guidelines, code of good contact and staff behaviours have been put in place to make sure everyone is getting treated fairly at the NHS and are able to talk about it and resolve it if they feel something is making them unhappy. Regardless of these situations can arise where someone the employer or employee may act in a way that does not please the other or one can misunderstand, act unprofessional or display their emotions through behaviour which can damage the relationship without realising the impact on the other. Such an occasion arised at my previous workplace and it was the non verbal communication that had escalated the tension due to lack of understanding and presuming.
Due to suffering a long term illness Severe Cohn’s disease, I was on and off work with prolonged periods of sickness. After I had fell pregnant unfortunately pregnancy combined during first trimester I was very unwell and had taken sick leave authorised unfit to work by doctors due to extreme nausea, weakness and dizziness. During the time I returned to work once, I started to feel awkward tension as though it was my fault and something I could have prevented and had control over, between my manager and my colleagues felt as though they did not care to find out exactly what my condition was and how it affected me instead singled me out for not being able to support my team.
 It was the non verbal cues like not engaging in conversation, not making eye contact, not speaking more than the task set ahead for me and simple turning away. Not speaking to me about the time off and not communicating with me but expecting me to continue reporting to senior management that I had not followed the procedures for daily updates. I saw a lot of closed body language no opportunity to engage.  I got many blunt emails asking me if I knew when I would be returning to work so they could make arrangements how it is unfair on the rest of the staff   
This soon escalated and I started to feel very uncomfortable at work and caused me anxiety and pre natal depression due to my hormones. I was off sick again and did not even want to discuss matters with my line manager anymore from the relationship being so broken I felt she didn’t care, so I wrote an email to senior management and I got a very comforting response and apology for having to feel that way should focus on getting better and improving my health and we can work things out upon my return and she dropped me friendly emails to see how I was getting on whilst I was off, also I could now report to senior management and she would be managing my needs from  now on. 
An example of harassment or bullying according to the (NHS Staff training Booklet 2015) Isolation and exclusion from what’s happening, being treated differently and/or unfairly compared to others, excessive monitoring, supervision, and Unjustified disciplinary action.
5. Conclusion
There were some instances where communication could have been better and improved management at the workplace. More could have been done to mend the broken relationship between Employer and Employee, but it was down to the lack of effort to understand from an individual and not the organisation and not overlooked senior management. I am very pleased with the procedures and guidelines put in place to protect staff at the NHS it means there is very small chance of being violated of your rights and if unfortunate to experience this there are lots of opportunities to resolve it and escalate to different departments of the trust that are available to help.
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