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Produce a portfolio of evidence, including any in-class activities you have done, which demonstrates an understanding of the communication skills discussed in class. Briefly analyse communication in your own or your friend’s workplace and, using your findings from published literature (i.e. refer to theory), suggest how it could be improved. Your work can be in the form of an essay or a report. Including scans of any in-class activities, own research notes and the feedback you received from the lecturer (in the form of an appendix at the end of your document) will contribute to the mark.






Introduction
In this report I will show how communication is important in my workplace and how I use it effectively. Working in a hotel like an assistant manager in housekeeping department my job requires to complete invoices, make orders and to check rooms after are clean and report them to reception if they are inspected in order for them to check in the guests. I work in a team of twenty people including my manager. The hotel has 182 rooms, plus a restaurant, swimming pool and gym. I will discuss about encoding and decoding messages, what I learnt in class, including models of communication. I will write about verbal and nonverbal communication, how it impacts my workplace and how I can improve them. Moreover, I will speak about formal and informal communication and how I use them in my workplace. In addition, at the end I will speak about posturing and how I can benefit from that in order to apply this skill to my workplace. I will show how all these skills is impacting my workplace and its environment, using published literature and showing how all of it can be improved.

Encoding and decoding messages
Referring to in-class activities I learnt that encoding is when people turn thoughts in communication and decoding is when communication is turned into thoughts. I learnt about models of communications such as Shannon and Weaver (1949), they identified that it has an impact of noise between two persons on encoding and decoding. Sometimes it means that decoding it goes wrong. Basically, people communicate through an encoding and decoding process of messages. I learnt about Schramm’s (1954) model of communication who involves a sender (encodes a message) and a recipient (decodes a message), believed that communication is a two-way process between two persons.
Working in a hotel I face communication step by step. Even if it is with my team, my manager or with other departments. I usually use my communication skills everywhere I go. In my workplace is a very noisy environment because having different departments we can intersect with each other. If the receptionist is calling me to give to one quest one of the amenities like sewing kit and I might understand shaving kit because in the reception are a lot of guests speaking with others and is music in the background, that it can be the present of noise that Shannon and Weaver (1949) identified. Working in a team I speak with everybody individual about how to do their work properly, in order for them to understand me I apply Schram’s model of communication by giving them feedback, if I do not give them feedback it means that the communication is incomplete. 
Another model of communication learnt in class is Berlo’s (1960) who includes four components: sender, message, channel, and receiver. In order the message to be received without noise they must contain the same factors such as knowledge, communication skills, culture, and attitudes. In my workplace I often apply this model of communication because it is a big hotel with numerous departments and some of them being from the same country, sharing their cultures and knowledge they easily identify with this model of communication.



Verbal communication
What I learnt about verbal communication is when people use sounds and words to speak with each other. It requires a speaker or writer, who transmitted the message and a listener or reader who makes sense of the message. Verbal communication can be oral or non-oral. Oral it means spoken language and non-oral written language or sign language. People depend on verbal communication to trade messages with each other and create as individuals. At university or workplace verbal communication can be more than just speaking with others, can impact students or employee’s knowledge and if they can interpret messages can have a better chance to succeed.
In my workplace I use verbal communication quite often, being an assistant manager in housekeeping department my job requires to speak with others every hour especially when I attend meetings or place orders through the phone. Speaking is the most important part of any job, verbal communication between colleagues can make your job easily and understand what others requires, e.g. my team of room attendants needs to use verbal communication by asking what are their needs in order to complete their job or by simply speaking with me understanding what it is their next task. To improve my verbal communication at work I think what I must do is by speaking more with my team in order to help them understand and by interact more with other departments. 
According to Quintanilla and Wahl in Maund, Schriek and Tinkler (2017) verbal communication includes translations of others verbal messages as significance is cocreated, includes both our words and verbal fillers. The implications of words you express will not be comprehended. Verbal messages are made through language, so you should utilize your language aptitudes and improve your capacities to decipher other messages.

Nonverbal communication
In my opinion nonverbal communication is when people communicate with others through body language, eye contact, signs, facial expressions and the distance between two people. All nonverbal behaviours send strong messages, they can build trust or can offend and confuse. Nonverbal communication contains also academic writing such as essays, reports, books or articles, including also emails, letters and text messages. Nonverbal communication covers every interaction in the universe except the use of words. In class I learnt that nonverbal communication could bring more meaning in a conversation than when you are using verbal communication, even if you are aware or not you are continuously giving and receiving wordless signals.
In my workplace nonverbal communication is when I use eye contact, facial expression and body language trying to explain myself just without using words. I believe that I use nonverbal communication very often, being in contact with so many people from different countries, some colleagues from my team are not speaking English very well so it is very hard for me to explain them what they have to do to clean properly one room so in that moment I apply nonverbal communication when I have to use body language like pointing things or saying “no” and “yes” just by shaking my head. Another good example of nonverbal communication that is happening in my workplace is when a guest is requesting some of their amenities and I knock on the door smiling and always saying “Hello” and I see on their faces if they are happy with amenities requested or not.
According to Griffiths and Dunham in Maund, Schriek and Tinkler (2017) nonverbal communication is an important process of communication such us smiling or eye contact can help people who listens to the meaning of words a person is using to communicate a message. When people want to introduce a comment into a conversation, they can use any nonverbal communication such as inclining forward, clearing their throats, looking at the current speaker, or representing an obvious appearance that demonstrates a desire to talk. 

Formal and Informal communication
	In my opinion formal communication refers to the way you speak with your teachers, manager or other people that have a higher position then you, and informal communication when you speak with your friends, family or colleagues. In my country, Romania, when you speak with someone older than you, you cannot speak informal, because that means you disrespect them. In general, there are different ways of approach and communicate with people around you. That mainly depend on age, relationship or job role. In some regions formal approach is found to be adequate like Mr, Ms, Mrs, Dr or Sir followed by surname before any type of communication but also there are other regions that do not have this as a must in which case informal approach is being used by simply calling them by name, surname or simple use of “You”.
	Formal and informal communication is also finding at my workplace. Formal communication can be identified in using Mr, Mrs, Ms or Dr when I am dealing with guests or in the tone of the voice and words carefully chose when I am communicating with any superiors like my manager, general manager or when I write an email addressed to suppliers or other’s departments. However, informal communication is mainly used between me and my work colleagues using their first name at the start of any conversation not forgetting that I need to use a respectful tone of voice and polite requests if needed. 
Any organisation, company or business should have a well implemented hierarchical structure from owner down to the very last employee to make sure that tasks will be completed in good time and excellent performance. For that to happen it is very important that information is being passed prompt and accurate from the top seniors to lower skilled employees that they need to follow also as formal communication. The flow of official information delivered in a proper predefined channels and routes it is the way the formal communication its being delivered. For those techniques to be properly understood deliberate effort need to be done. From leader to seniors and lower level of employees, it is the structure that show how the informal communication is structured. (Garvey, 2013)

Posturing
In my opinion posturing is a way of how people behave in society, it is an attitude of the body language and a behaviour that has the intention of impress and mislead people. I learnt in class about body language and power posing and how it impacts your role in the relationship. This may happen when someone is trying to show that is smarter or stronger that might be. All of us can say that have meet people that take a posture like demanding something by indicating that are more powerful than us.
Before the interview for my current workplace, I used power posing. Before attending to the interview, I choose to power pose for five minutes so I could feel more confident and less stressed. At my workplace I have to attend meetings and be relaxed when I am there, so before going to a meeting I take five minutes for myself in the bathroom mirror saying to me to be calm and relax, that is one of the power pose I use. However, in the meeting I observe everybody’s behaviour. The general manager putting his hands above his head, relaxing, that give me the impression that he is more powerless than us.
According to Cuddy (2012) power posing is making yourself bigger which makes you feel more powerful. However, when you make yourself smaller it shows that you are afraid and scared and that can mean that you are feeling powerless. She is speaking about our interested in other people body language, in an awkward interaction, smiles or handshake. It also says that when you feel yourself powerful your testosterone is high, and your cortisol is lower. In addition, when your cortisol is high, your level of testosterone is low.

Conclusion
After analysing and doing research about encoding and decoding messages I learnt that it is important to speak with others in an environment without the present of noise so that they can understand better. Verbal communication is important in people’s life especially because speaking can increase your knowledge and nonverbal communication can help others understand the effect of eye contact, body language and power posing. Formal and informal communication is about people’s behaviour. Depending on their age, relationship or job role if they are using formal or informal communication. Moreover, what I have learnt about posturing it is that helps people focus more on everything at workplace or even day-by-day without stressing. 
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