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[bookmark: _Toc521691581]Introduction
Communication is what strengthens human bonding and allows individuals to share their feelings and views with others. It is like a form of art that is effective and impacts human relationships. In business organizations, the process of communication is considered to be one of the major aspects that require attention and focus on a daily basis. The act of communication that is conducted by the employees is considered to be defining the overall success of an organization.
This particular project is going to focus on the impact of communication by the employees that do define an organization’s success. The content further is going to reflect on some personal and real life incidents that would shed light on how the employees communicate with the customers and how it affects the organization’s operations and rate of success. 

[bookmark: _Toc521691582]Discussion
[bookmark: _Toc521691583]1Based as much as possible on your own and/or friends’ real-life experience, discussing how well employers perform at communicating in workplaces.
Communication is extremely important to increase the customer satisfaction rate. The way an employee interacts with the customers defines a lot about the overall culture of an organization (Bratton and Gold, 2017). It has to be noted that the employees are considered to be one of the most important stakeholders of the business and the way they communicate is an important aspect of their job (Shields et al., 2015). This particular project is going to define the ways through which the performance of an employee affects the customer’s behaviors and how my performance is able to impact the culture of an organization. While visiting at Tesco Plc, I and one of my friends have noticed that people do hold communications with the employees of different organizations on a daily basis and end up receiving different behaviors. I have also observed the people mostly interact with the employees of the retail stores that are mostly rather regularly visited by the British citizens (Morgan et al., 2017). It has to be noted that the majority of the British citizens visit retail stores like Tesco, Wall-mart, ASDA, Lidl and Primark on a regular basis. The reasons behind are the variety and changing needs of the people. Tesco, being the oldest and one of the world’s largest supermarket store chains has hundreds of employees who work on a daily basis to meet the needs of the customers (Dailymail.co.uk, 2018). The following section is going to elucidate a real life example that has been developed from my own and from my friend’s experience where we have received extremely rude behavior from one of Tesco’s existing employees in London. 
[bookmark: _Toc521691584]1.1 Analyzing cases on employee communication
While studying at Kings College London, I and my friend visited one of the nearby Tesco stores to buy some continental spices for a dinner party that was planned by the student union. We asked for a rare mix of spice that he bought a few months ago from Edinburgh and was looking for the same in the Tesco store in London. Due to some reasons that exact spice mix was not available in the store. Due to this, I asked one of the workers about the spice and received inappropriate treatment from the person. I was told to look for the product himself and not to bother the worker in the store. I and my friend maintained in calm and requested the worker to look for the product. Later, the employee yelled at us and misbehaved with both of us. Following the situation, both of we immediately went to the cash counter and wished to talk to the store manager. We were not allowed to directly talk to the manager and the store’s junior manager came to resolve the issue. We narrated the whole incident and the junior manager strictly warned the employee to not to repeat his behavior in the workplace as it is going to harm the company and the store’s reputation. Later on, it was found out that the employee was disturbed due to some of his personal reasons and could not hold back his anger and frustration that resulted in his misbehavior. 
Another incident took place in the city of Leeds where an employee was found extremely good and kind towards one of my friends who is originally from Malawi of Africa. My friend is 22 years old and is pursuing his research program at the University of Leeds. He visited one of the local restaurants of the town. The TGIFs are popular in the city and many people visit them for good food and drinks. My friend has shared his good experience of communicating with a waiter who was serving food to the visitors. He also added that he was made to feel at home and the waiter was kind enough in asking about his stay in Leeds and studies. My friend added his wish to visit that particular TGIF restaurant to chat with the waiter again and have some good food. 
[bookmark: _Toc521691585]1.2 Comparing the two cases
These two incidents are very different from each other and it reflects how the act of communication and the performances of the employees do create differences in the workplaces. The first case is a real-life incident that shows the misbehavior of a well reputed organization’s employee towards me and my friend. The second case, however, shows positive ways of communication in a workplace where different people meet on a regular basis. The first case is a good example to understand the bad impression of the customer on the organization that can actually demean the company’s market reputation. The inappropriate behavior that we faced from the employee can be considered as something that can actually reduce customer satisfaction for that particular Tesco store in London. However, the management was helpful and the junior manager of the store took immediate action in warning the employee. The communication between the manager and my friend can be seen as positive that eventually resolved the issue. On the other hand, the good behavior and interaction of the restaurant’s waiter toward my friend has allowed the customer to form a good opinion on the workers of the organization that is again allowing him to visit and take their service. This, eventually, is leading to the rise in productivity and profitability of the organization. It also adds a lot to the culture of the restaurant and keeps the customer happy.
[bookmark: _Toc521691586]1.3 Implementing theories to critically understand the aspects of employee performances and communication at workplaces
The performance of the employees is very significant in shaping the overall outlook of an organization. It has been observed that the performances of the employees are dependent on a series of things. They can include the job satisfaction, the organizational mechanisms, and the internal culture of the workplace, the group mechanisms like leadership, mentorships, and team works, the characteristics of an employee in the workplace, workload, personal stress and motivational factors (Anitha, 2014). Scholars have stated that the performances of the employees depend a lot on the management of the organization (Mone and London, 2018). The better the management functions, the better the employees perform. Human resource theories can add a lot to the overall behavior and performances of the employees. Not only proper training but also the implementation of performance theories, and motivational theories are required to be actively followed and introduced in the workplaces for better employee performances. 
Primarily, the human resource theories are aimed to improve the total productivity and culture of an organization with the help of the employees and their daily operations (Armstrong and Taylor, 2014). The human resource theories mostly benefit in the following.
· It is cost effective
· It improves and leverages the potential of the employees in the workplaces
· It allows the organizations to maintain a good relationship with the processes of communication
Looking at the popular and effective Maslow’s Hierarchy Theory in relation to the human resource practices of an organization, one can look into the significance of the employee performances and how they can be improved. Famous psychologist, Abraham Maslow, in the year of 1943 has drafted his theory that talks about the theory of Human Motivation (Healy, 2016). This particular theory emphasizes the fact that human’s behavior is related to and dependent on his needs. This shed a lot of light on employee behavior and their needs at the workplaces. The employees are needed to be treated well at the workplaces by the management team (Sanjeev and Surya, 2016). Applying this particular theory, the organizations can provide motivation, encouragement, confidence and willingness to work to the employees and successfully meet their demands and requirements. Once the employees are made to feel more empowered and wanted in the workplaces, the employees’ performances improve significantly.
The theories of performance of the Human resource management primarily focuses on two things; first, to improve the employee performances and, secondly, to improve employee motivation and relationship with the customers (Stoyanov, 2017). Considering the above discussed cases, one can easily apply or implement the theories of human resource management to the ongoing operations of the organizations to allow the employees to build a better relationship with the customers. This is going to improve the customer satisfaction rate and also going to make the organization’s culture positive and appealing to prospective customers and people in general. Tesco, indeed, has a great reputation in the United Kingdom and the behavior of the employee towards me and my friend was not appreciated and appropriate. However, making the employees feel more empowered and relaxed at the workplaces can reduce their stress and workload. That would actually make the employees react and behave in better ways that are welcoming towards the customers. 
Looking into the real life incident of the TGIF in Leeds, one can also understand how valuable and important the acts of communication are at workplaces. The performance of the worker at the restaurant has been beneficial for the organization in acquiring good feedback from their customer, my friend in this case, and improves their reputation. Moreover, the customer is intending to visit the place again that will increase the organization’s productivity. In relation to this, one can state that theories of the human resource have been well implemented where the worker was made to feel empowered and behave at his best potential that has been successful in benefitting the organization in many ways. 


[bookmark: _Toc521691587]2 Conclusion 
[bookmark: _GoBack]This particular report has been extremely significant and enriching in understanding the ways through which the employees are behaving at workplaces in different situations and circumstances. The report that has been drafted above has provided details and aspects of employee performances and also the factors that are responsible for the employee performances. The report has looked into real life experiences of people and developed an understanding of the significance of employee performances in communicating with the customers at workplaces. The report is educational in reflecting on the HR theories and how they can be used to improve employee performances and build a good relationship with the customers by means of communication and motivation. 
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