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1.Introduction
The aim of this report is to show through workplaces  how communication works and what are the real problems of it in that environment. It will talk about the definition of communication and the methods of communication. It will present the relevant theories and in addition to all this, show it what type of barriers can be in the communication. It will introduce the communication between management and employees to see how it works and to what purpose. The report will show how communication can be effective in a business organisation. Furthermore, it will analyse three concrete situations to show communication barriers and it will suggest decisions. All These events happened in my workplaces. 
2. Communication 
The communication meaning is two or a group of people give information, exchange thoughts and idea, receive messages or express emotions through the channel to understand each other. Effective communication shows to the procedure of distributing information between two or more entities which indicates to the desired result. The information flows without any disturbance in its meaning. Three elements of communication are very important and fundamental, sender, receiver, and channel. Sender encoding the message and the receiver decoding it. (Maund, Schriek and Tinkler 2017, pp. 47-48).
3. Methods of Communication
3.1 Verbal communication 
It is meaning, the communication takes place with words, it can be even spoken  or written. The written communication can be formal or informal. These are the examples of written communication: e-mails, letters, text messages, essays, reports, memos. (University of Kent, 2019).
3.2 Non-Verbal Behaviour
Non-verbal  communication is happening without words. It can use signs, signals and  use body language, for example: eye contact, handshake, posture, facial expression. Nonverbal interpersonal communication shows differences around the world. If the nonverbal behaviour seems dissimilar then the verbal message that can mean  the speaker is not entirely comfortable with the speech. (Masterclass, 2020).
3.3 Para-Linguistic Cues
“ A para-linguistic cue is any type of oral behaviour which adds meaning to the words of a message.”(Morgan,2017, p. 250).
These are speed of speech, volume of speech, pitch, and intonation. If any para-linguistic cues   changing suddenly during the speech, it  is meaning that the receiver need to take notice carefully. To use para-linguistic cues in a conversation can change the meaning entirely. Non-verbal behaviour and para-linguistic cues together to use them in combination with words, can change the meanings as well. (Morgan,2017, p. 250).

4. Relevant Theories
4.1 Shannon and Weaver Model [image: Shannon and Weaver communication model]







(Businesstopia, 2018).


It is the base model of communication; it was created in 1948. This model describes the  effective communication between sender and receiver and talks about the “Noise” with  no elements of feedback. 
Information  Source is a Sender, the originator of message.
Transmitter is Encoder, converts the message into signals. (It might be a machine)
Channel is the medium used to send message.
Receivers convert signal into message.
Destination is receiver, a person who gets the message.
Noise is the physical disturbances in the channel and the receiver cannot decode the message.  
This model receives a lot of criticism. Some example about reason of criticism: too simple, communication is not just one-way process, there is no feedback, understand the noise can solve the problems in the communication. (Businesstopia, 2018).

4.2 Berlo`s Model
[image: Berlo's SMCR Model of Communication - Businesstopia](Businesstopia, 2018).


In 1960, David Berlo developed his model from Shannon and Weaver`s Model of Communication. It describes the process mainly with four factors. They are sender, message, channel, and receiver. Every factor of Berlo`s Model have some  individual components to make a communication more efficient. It has a focus on encoding and decoding. The criticism reasons are: It is a linear communication model there is no two-way communication. It does not mention the noise and any kind of barriers to the communication. It does not talk about the feedback, if it has any effect it cannot consider. Both the sender and the receiver must be the similar level according to all elements mentioned. (Businesstopia, 2018).

4.3 Shramm Model
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(Study Rotunda,2017).


Shramm model describe communication between sender and receiver, it has two way for the communication such a cycle. It is a circular model; each person is both sender and receiver. The feedback is very important, the sender will know if the receiver could interpret the message as a required form. Schramm believed that the senders and receivers from different background (experience, and cultural) can  understand the message different way. It is a dynamic model; the feedback is a central feather. The communication is not completed until the sender do not receive a feedback. (Study Rotunda, 2017).

5.How does Communication work between Management and Employees and to what purpose.
Communication between managers and employees is one of the most important part of the business to be successful. The aim is the  communication can flow effectively in the workplace , it is essential find a solution for the problems to complete the projects or to lead the team. To communicate effectively need to create a positive atmosphere, a tense environment is never useful.  Important to use language and paralanguage as well, tone of voice contributes to the message that the managers want to send. To encourage questions, the change of  tone and volume of speech enhances the communication. Communicating clearly and in a normal speed contributes for the  better understanding. To measure the effectiveness, it is very important to get feedback. The communication can be spoken as a face to face or group meeting and can be written communication with letters, emails. The written communication in the workplace is formal. It means people  must follow the certain protocol such as structure and formality. The business letter is representing the individual and the company as well.(Small Business TRENDS, 2013).
 
6. How communication can be made effective in a business organisation.
If the  manager or leader wants to give a task, they cannot contact the employees if  the communication is very poor. One of the main  components of effective communication is Active listening. The aim with the active listening to understand what another person is saying. It is not the same as hearing. Hearing is the passive function of information by the ears, to listen actively need effort, time, energy. First need to understand the perspective of the speaker. It is empathy, being open for the idea of other people. The employees with the active listening can help for the managers to feel more comfortable to share  information. The listener uses  their posture, which is send information to the speaker about the attention. The specific type of the listening posture is open body without crossed arms or legs, slightly forward, relaxed body, direct eye contact, face the person squarely. The active listening improves the trust and it can open the employees. To gathering information good idea to ask questions: open ended, what if, clarifying, probing. It is very important in the team meeting to shear more idea to solve problems. Through the communication can give the management its aims and issues instructions and desires. The employees also can convey the suggestions and can ask exactly this same way. Effective communication can help eliminate misunderstandings and build up the smooth and peaceful work environment. It helps management to keep good relationship with employees, costumers, colleges. (Maund, Schriek and Tinkler 2017, pp. 51-54).
 


7. The importance of effective communication.
There are several communication problems in my workplace. I will show some of them to see the importance of the communication in the business. It is a big massage salon. The structure of my workplace consists of twenty therapist, three sales representative, one manager just for the therapist, one manager for all the businesses  and she has a manager assistant. 
7.1  First Case 
The clients booked appointment on the phone; it was the very first time. When she arrived, then it turned out she is disabled. The room which was prepared for her was on the first floor. There is a big room on the ground floor, but it was not free. The communication model which can describe the problem is the Barlo`s Theory. This assumes that, both the sender and the receiver must be the similar level according to all elements mentioned. The sender and receiver knowledge were not on the  same level. The client, as a receiver, did not know about the salon has two flour and the good room  for her is on the ground floor, which quite busy during the day. She also should have booked the room, not just the time for the treatment. The sales representative as a sender might did not have the required knowledge to ask the correct questions or might did not have enough time to ask every question which are important if the clients  come for the  first time. I do not know which was the real problem from these, but very important for both to find the solutions. The time has an important role in a communication process, it is in the physical barriers group. The solution for it, the sender has to offer the clients to call back later when the salon will not be busy and will have more time to discuss every questions. The sender`s knowledge problem was the other barrier.  There is some important question for the business which must be asked  every time when the clients call the salon for the very first time. The solution for this barrier is to stick a picture on the desk and the sender can read what are the typical questions which have to be asked. The sender does not influence on the client’s (receiver) knowledge as a barrier, the solution has to be in the sender`s barrier. 
7.2  Second Case
The clients were in the room and lied on the bed. I asked her ”How are you? How is your feeling?”  and she answered, “ I am fine, thank you.” After few days I had a meeting with my manager because that clients wrote a complaint letter. The reason was the bed’s heated blanket did  not turn on. The model which can describe that communication problem is the Berlo`s Theory. The sender (I) and the receiver (the client) was not on the same level about  one of the individual components, the  culture. In my country if we ask somebody “how are you?” we are really interested in answer. The client has a  habit (which comes from the culture of country) to ask” how are you” and answer some typical questions such “I am fine” “Not bad”. The meaning of client answer was for me, “not need any change, I am comfortable” The solution for that problem is I have to ask closed questions to focus just one thing to overcome any cultural barrier. Example: “Would you like the heated blanket turn on? Would you like pillow under your knee?” I have to use this question technic to solve the similar problems. Also, I have to learn about the other cultures and their norms.

7.3  Third case
I work as a private therapist as well and the clients call me directly on my phone. Once, when  I was travelling by bus, my phone rang. The bus was quite empty, I picked up the phone. It was a new client to book an appointment. In the next bus stop a group of teenagers got on the bus, they were very loud. The clients did not arrive for her appointment. The communication model which can describe the problem is Shannon and Weaver. The Information Source as a sender (I) sent the message and the transmitter, encoder as a phone transfer the message into signals. Channel is the medium used to send message, and in the channel was a “noise”. The noise belongs to the physical barriers. In that case the noise was the group of teenagers, it is an external source. The receivers could not convert the signals perfectly and the destination (client) did  not understand well the message. It was clear just when the client did not come to the treatment. There was no feedback on the phone.  The solution for this barrier to call back the clients, not pick up the phone in similar situation, and I set up a period of time every day when the clients can call me. 

8. Conclusion
The report has already identified definition of communication, and three parts of the method. These are Verbal, Non-Verbal, and Para-linguistic cous. It described three type of communication theories, Shannon and Weaver Model, Barlo`s Model and Schramm Model. It explained the diversity. The how does communication work between management and employees and to what purpose section showed the type of communications in the workplace and how can make a  positive atmosphere. In the part of “how communication can be made effective in a business organisation”  talked about the active listening. The last section introduced my workplace and after that I analysed three concrete situations ,through the situation the relevant models of communication and suggested solutions. To conclude, the report demonstrated that the communication is one of the most important part in the business.
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