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[bookmark: _Toc29602733]Introduction
There is not a single organization in the world of business that is without an issue. While the issue could come from any source, the issues could potentially affect the company operations in many different ways and some of the times it could turn out to be even challenging for the management to tackle as well. So no matter how much tougher or less complex a problem within the organization is; the management or the HR department of the organization is responsible for solving the problems. While there could be various problems at workplace; the most challenging problem that actually can bring a lot of impact or negative outcomes to the company operations is the communication problem. A workplace, especially within business sector, relies heavily on the communication between different departments as well as external parties. But when there is a gap in this communication process, things might turn out to be happening that can negatively affect the company activities, therefore, it is critical problem that requires in-depth solution to be implemented. And that is why this would be the main focus of this report where I demonstrate my knowledge on communication problem at workplace and how it can be solved in my own Removals and Storage business where this issue seems to have been growing.


[bookmark: _Toc29602734]What is communication
Communication is a term represents the action of exchanging information between two different individuals or groups of individuals. The basic idea of communication is to enhance knowledge through exchanging information while also sharing emotions, until individuals involved in the communication reaches to a point where they have no further information to exchange. The communication process can be done in two forms. One is verbal communication and the other is known as the non-verbal communication. The verbal communication, as the name implies, relates to communication through speaking (Gautam, 2013). Non-verbal communication on the other hand works differently and it range from writing, visual image, signs, gestures etc. No matter what the process of communication is, the main goal is the same which Is to exchange information and emotions as well. During this process, a lot of things can occur. The communication process starts with a sender who shares a message to the receiver who gets the message and while the message is being delivered to the receiver, there could be noises that can potentially affect the flow of communication and can even interrupt the process. Usually this communication takes place through various channels as well. But noises, which represents issues that can affect the communication process, have the chance to make the message unclear to the receiver, and this can happen in any channel of communication. This leads to miscommunications being happened between the sender and the receiver, resulting in further issues like conflicts, bad relationships and many other problems (Howard, 2003).
When this concept applies to workplace scenario, the outcomes are even worse. Companies are serious places and each activity of the companies are important for its goals and objectives (Armstrong et al.,2014). In order to smoothly run these operations, information and exchange of data is required; therefore, it is crucial that people in workplace and each department as well communicate with each other continuously to maintain the effectiveness of the company operations. 
But when communication problems occur in workplace, several things could go wrong. For starters; the outcomes of the operations can fail and organizational performance can decrease because of this. But most importantly; conflicts can arise within workplace which affects the harmony of the workplace. Aside from these issues, there are ton of other problems that can simply occur from communication problems at workplace (Morgan, 2016).
Advantages of communication
First of all; communication is a way to enhance the knowledge and it is the means to build relationships. Without communication, people would always be in doubts and mistakes would’ve been occurring a lot due to not being informed to something. At workplace; communication is the way to keep the flow of operations (Aswathappa, 2002). Companies benefit a lot when there is a smooth communication channel being maintained between the employers and employees which works to clear confusions at workplace and it works to guide the employees as well (Freeman, 1984).
Disadvantages of communication
Poor communication can lead to a lot of mistakes especially in workplace situations. Communications can also be used for spreading misinformation as well as spreading unnecessary rumors that affects the workplace environment (Kramar et al., 2012). Communication is also the way that many people use it to their advantage to misguide others due to competitive attitude in workplace (Mills et al., 2002). Lack of communication can raise conflicts among the employers and employees in a company.
Resolving communication problems within workplace
While communication problems are somewhat frequent within workplace; there are several ways that problems within communication at the workplace can be managed. Developing a communication channel to be used in the workplace can improve the flow of information exchange while also making the communication process simple. Trade unions are common for companies to have which also mitigates chances of wrong information and can reduce conflicts (Lunenburg, 2010). Learning the language used in workplace can also mitigate the chances of miscommunication. Positive work environment for employees can also encourage them to communicate with each other for not only developing good relationships within workplace, but also to share important information to mitigate the chances of mistakes in workplace.
[bookmark: _Toc29602735]My experience of communication problem at workplace
I have chosen communication problem at workplace because I am doing my Removals and Storage business for last four years and we go through this problem every single day. There’s a huge communication gap between operations and the departments sometimes. And that cause so many problems for customers and the ground staff. Lack of communication and information causes trouble and nuisance.
[bookmark: _Toc29602736]Scope of the problem
Based on my own experience in within the place where I work, most of our work performances are affected by the issues of communication. Our organization can do better if there was a communication process being maintained smoothly between the departments and among the staffs, but due to its absence, the staffs almost all the times are left with confusions, unclear guidelines for the daily tasks, and a lot of mistakes by staffs because the supervisors fail to brief them about the works. Our workplace communication gap has become so larger that it is affecting the service outcomes as well and we are losing customers because of this.
[bookmark: _Toc29602737]Impact of the issue
Main issue that our business is having from the communication problem at workplace is that our organization is facing with poor performance due to the lack of communication between the management and the employees, which results in poor performance as well as plenty of mistakes during the delivery of the service, and that is why we have been getting tons of complaints from our customers about the service and when the employees were asked questions about this, their replies mostly indicate that communication was a huge issue in this case and they have little to no idea of what they should be doing. They just follow their instincts instead and they work based on their experience, since they are left with little instructions, thus they do not exactly know what the customers’ exact demands are, which the departments fail to explain to them.
[bookmark: _Toc29602738]Analysis on the problem
Communication is key to success with any kind of business activity. This is something that takes place almost all the time, and this is also the case for workplace situations as well. Communications between departments are crucial since a lot of the times the departments within an organization have operations that are connected to each other and to be successful with the operations, these departments have to communicate continuously in order to keep the flow of the operations and make sure that the operations bring outcomes that are expected by the management. If there is no communication, the operations are done in a way where the staffs involved with each department do not have clues on what they should be doing with their job, and this affects their performance. That is why communication is an important aspect (Graetz et al., 2011).
Our workplace, as explained earlier, has failed to establish a proper communication channel between the departments and this has caused a huge communication gap between the ground staffs. While the staffs are doing wonderful jobs based on their own experience, their performance is still in vein just because they are not being able to perform as the demands from the customers, and this is mostly because they are uninformed of what their actual duties are and how they should be delivering the service. The main issue here is that the department supervisors are not being clear in terms of instructions to the ground staffs and this is why the staffs do not have clear objectives set for their daily jobs. Even between the departments, there are communication gaps as well. For instance; if the HR has instructed something specific to a job which is based on a client’s requirement, then it Is usually informed to the other departments through telephone, and as mentioned before, the noise issues as well as lack of attention cause the information to be unclear in some of the departments which causes a lack of synchronization between the departments and staffs keep making mistakes without their knowledge as they have little ideas on the actual instructions from the HR because the departments failed to communicate with each other on what they need to be doing and how they should eb fulfilling the client orders. So overall, this issue is affecting the performance as well as creating a lot of confusions and conflicts within the workplace.
[bookmark: _Toc29602739]Steps to problem solving
As mentioned before, no organization is without its problems, hence there are solutions for any problem within the organization. But solving any issue requires careful planning in order to be successful in solving an issue without difficulties. Our business is dealing with communication problem at workplace for a couple of years and this is due to the fact that we have not been taking measures effectively enough. What must be done in this case is that the solutions should be gathered with careful approach indicated by the McKinsey’s seven steps of problem-solving theory.
[image: Image result for mckinsey 7 steps problem solving]
Figure: Problem solving process
Figure: (Graetz, 2011).
The process shows that there are several steps to problem solving. Usually an organization has to at first be clear of what the situation is and what the issues are in order to carry out their approaches to come up with solutions (Noe et al., 2015). In this case, we already know that the communication issue is huge in our workplace; therefore, we should structure the problem and the focus on the bigger issues that are causing the communication problems at workplace so that we could properly assign the analysis tasks to specific issues that are working as the main culprits to communication gaps and gather as much evidences as possible. With the evidences, the analysis then should be conducted to approve or disapprove certain issues that we came up with. Then it is important to measure the strategies that needs to be taken in order to solve the issue. This will lead to coming up with several ones and based on these, recommendations should be given.
If we could follow this process when we are trying to come up with solutions for the communication problems at workplace, then we should not be having difficulties in tackling these issues with the right plans that fit with the situations.
[bookmark: _Toc29602740]The decision-making process
The process of decision-making is usually carried out by the HR department who takes the responsibility to identify the problems in the workplace and then gather as much solutions as possible to proceed with the decisions of which solution is appropriate with the problem in the workplace. There are several ways that the management can go with to properly identify the factors related to the workplace in order to gain better understanding of the issues.
Among many tools, the most common is the SWOT analysis. It stands for strength, weakness, opportunity and threat. This can essentially allow the managers to go in details of what the company is good at and where the company is having issues with. Below is a SWOT analysis of my workplace.
	Strength
	Weakness

	· We have a good number of loyal customers
· Our workplace has stronger policies on friendly work environment
· We have ground staffs capable of working under pressure
	· Loss of sales due to misguided or unclear instructions on the operations
· Lack of communication between departments
· No feedbacks are given to the staffs and there is hardly any meeting where employers and staffs sit together to talk about the operations.

	Opportunity
	Threat

	· Online meetings can be conducted through social media apps that can allow the management to inform the staffs about their jobs directly
· Communication channels of the company can be changed
· Daily briefing to the staffs can help the staffs to get better instructions
	· Loss of sales means we are losing customers and this could be happening continuously if we do not solve the issue with the operations
· Staffs might be leaving the job for poor communication at workplace.



[bookmark: _Toc29602741]Types of decision
A company can make different forms of decisions. However; the decisions can be different which is based on their analysis of issues. The common decision approaches that companies take are the following –
Rational: This approach is applicable for immediate solutions to a problem where managers conduct analysis to the problem that they are facing in order to gather evidences to come up with the best solution without thinking way too much (Polo et al., 2010).
Creative: This approach is similar to the previous except here the management takes time with the solution and uses the creativity to come up with solutions that are unique and likely going to solve the issue for a longer time. But most of the time it takes long time to process and that is why this approach is not used all the time.
In our case, we can benefit from the rational approach. However; we also have to consider the types of decisions which should reflect our approach of decision as well. Generally; there is the routine decision which are taken for common problems and the solutions are common as well. Adaptive decision is appropriate if the issues are uncommon but the solutions are mostly known. Innovative decision is useful when the problem is difficult to solve and usually does not happen in workplace and the solutions might require creativity as well.

[bookmark: _Toc29602742]Factors affecting decision making
When making decisions, there are some factors that can impact on the decision-making which include –
· The work experience and the knowledge of the people involved in the decision-making process
· The skills
· Knowledge to the issues at hand
· Interests for the issues at hand
· Time schedule for decisions
· If there is stress among the decision-makers then it could affect the decisions as well
· Creative thinking
· Relationship between the people involved in decision-making
· The current workplace situations
· Financial source
· Internal and external policies for organizations
· Stakeholder’s involvement
[bookmark: _Toc29602743]Ingredients of good decision making
The previous section explained some of the factors that influence the decisions. But a good decision in specific have some major aspects. These are the following –
· Involving people in the decision-making who have ideas on the situation and skills to find appropriate solutions
· If the decision makers are knowledgeable with the problems at hand and have sufficient problem-solving skill, then it can result in a solution being really good for the issue.
· Good observations on the problems
· Selecting multiple options for solutions and then filtering out the right solution
· Following the basic problem-solving theory to come up with the solution for the issue
· Involving multiple individuals with experiences to the problem at hand to the decision
· Being creative
· Looking into cause and effect related to the problem to analyze the right solutions
· Not taking decisions based on personal feelings and emotions which can affect the decisions as well.



[bookmark: _Toc29602744]Fishbone analysis
In order to properly find the causes behind the problem at workplace, the managers often use various tool s in order to make proper decisions. While SWOT analysis is useful in finding overall issues, there could be underlying aspects that might still be overlooked. With the fishbone analysis the management can look into different causes as well as sub-causes to each of these in order to understand the main effect because of these causes. In our case, it’s the communication problem at workplace that we are having.
Below is the fishbone analysis for our workplace communication problem.
[image: ]
Figure: Fishbone analysis related to communication problem at workplace
Source: (Freeman, 1984). 
[bookmark: _Toc29602745]The solutions
Based on the above diagram that I have prepared for my workplace to analyze the communication problems, I can say that it would be harder to implement larger changes in terms of the structure of the hierarchy, but with simple steps the communication issues can be mitigated, resulting in taking rational approach with the decisions.
First of all; we would like to propose our first solution of making an online social group which would include both management as well as staffs. We came across the solution to make a WhatsApp and an email group to inform all the employers and staffs about the upcoming jobs and situational nature of the jobs.
Our second solution deals with job sheets with instructions for staffs. Second solution we have come up with to print the job sheets for every job and gather at hub every morning and brief the ground staffs about their jobs.
[bookmark: _Toc29602746]Evaluation
While the proposed solutions are based on the analysis of the issue of communication, there are indeed some positive and negative aspects in both strategies.
The first proposed solution is to use a social group through WhatsApp and emails. This would be useful in brining every employer and employee under the groups so that any changes in the operations or upcoming operations could be easily notified through the groups which would automatically be notified by the system to the users. It would be then easier for the staffs to not miss any instructions. Most importantly, the top management can directly communicate with staffs through groups. However; bringing staffs and employers in social media can lead to some inappropriate situations and most importantly the identify of the staffs will not be known, so we would have no idea if we are actually talking to someone who is working with us, as it could be a hacker who hacked the account, in which case the hacker or other parties accessing the account will have access to the information of our operations which is something that cannot be taken lightly.
The second proposed solution is to simply print job sheets that contains detailed instructions of the jobs and requirements of the delivery which will be printed at a larger number and will be given to the staffs at the hub where each day the staffs would gather along to have a briefing with their departmental supervisors before starting their shifts. This is where they will be given the sheets and each task would be briefly explained to them so they would not have any communication gaps. While this allows the employers to communicate with the staffs directly; the solution does indicate that it requires printing job sheets and this would be an extra cost for the company.

[bookmark: _Toc29602747]Plan for implementing the solution to the issue
With the overall evaluation of the proposed solutions, it is clear that the second solution, which is to print job sheets and give them out to the staffs each day through an early briefing at the hub in the workplace, would be the best solution. This way we would have no communication gap and the printing cost should be manageable.
The solution would be implemented by of course analyzing the issues first, which we have already covered and we have enough evidences to support the proposed solutions that we came up with. But we have chosen to go with the second solution. This is where we would be discussing the solution to the stakeholders before implementing. It is important to notify the stakeholders before making any changes to the company (Greenwood, 2001). After that, we would implement the solution by starting with printing the job sheets, then conducting a meeting with the staffs about the plan of daily briefing before their shifts and then start providing them the job sheets. Within these tasks, we would also need to be monitoring the communication process during the briefing as well as the staff performance after they started working with the job sheets that explains the tasks.
Through the use of the Gantt Chart, we have prepared a monitoring schedule of our plans for implementing this solution which sows that our plan should be established within 8 weeks and during this period we can make changes to our plans if the solution seems to have any issues.
[image: ]
Figure: Gantt Chart
[bookmark: _Toc29602748]Monitoring the implementation of the plan
The Gantt Chart that we have prepared have been useful so far for us to carefully approach with our plan to implement the proposed solution that we have went with for our workplace. The entire plan should take 8 weeks while from week 5 till week 8 we would be closely monitoring the communication taking place during the briefing as well as the employee performances. We expect that the job sheets should be making things clear to the staffs and their job performance would increase. But if there is any issue even after implementing the solution, then these would be identified within these weeks so that changes can be made. If the plans go accordingly then this practice will keep going on for tackling the communication issues at workplace.


[bookmark: _Toc29602749]Conclusion
The communication is an important factor to every workplace and if the management can successfully maintain the strategies for the communication within the workplace, then there are little chances of conflicts. But in most cases, lack of management and poor communication channels can cause issues with the interactions between the employers and staffs and this could lead to different issues of communication. The solutions that we came up with are sufficient for dealing with communication problems which we are facing it for some time now. But the solution that we had picked is more rational and should be easier for us to maintain as it involves direct communication with the staffs, which is important when it comes to solving communication difficulties. With our plans to implement the solution, the communication problems should be managed easily.
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Activities

Week 1 Week 2 Week 3 Week 4 Week 5 Week 6 Week 7 Week 8

Analyze the communication issues

Gather evidences for possible causes

Discuss the chosen solution with the stakeholders

Implemenitng the solution: Printing the job sheets

Implementing the solution: Conduct meetings with staffs to inform about daily breifing of tasks

Implementing the solution: Start brefing the staffs on their jobs sheets before starting the work

Monitor the communication during the briefing and employee performacne

Duration (Weeks)
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