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1 Introduction 
The key focus of this report is the communication practices that are carried on within the organizational setting of the selected hospitality organization of London, Holiday Inn. And the discussions of the report are also presented from the perspective of the customer service executive of the hotel where the practice of workplace communication has been presented by the use of different theories and models of communication. Communication can be defined as a process or an activity that involves the relaying of messages among two people or people within the group. Communication, therefore, has to be carried out within the inclusion of one sender, one recipient, who would relay the message to the other person or the group. The communication process also includes; the encoding of the message that is carried on by one individual and the message will be sent for decoding for the selected recipient, where the information is converted to thoughts. The key barriers that are observed for the process of communication are; language difference, lack of clarity, inconsistency, inattentiveness to the message, and incapability to decipher the message. Within the workplace setting, the barriers of communication are embedded within the verbal and the non-verbal process of communication. Hence, the consequence of the communication within the workplace may lead to mismanagement, incapability to reach a goal that has been set by the management and the arising of conflict among the employees of the workplace. So the poor communication practices would always bring setbacks for the workplace and the employees as well. 
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[bookmark: _Toc47807389]2.1 Shannon Weaver model 
The Shannon-Weaver model of communication focuses on the aspects of communication by categorizing the actions and this would include; sender; or the source of information, encoder; or the transmitter of the message, channel; or the noise within the relaying process, decoder; or the reception of the message and the receiver or the destination of the message. The application or the practice of the process is visible within the workplace setting of the hotel Holiday Inn. Since, I am also required to receive a message from the customers, who can be considered as the sender and encode and decode the message into the signal (Barrett, 2013).  The device also converts the wave into signal and then it would decode the message and relay the message to me; the receiver. For the hotel Holiday Inn and the operations of the customer service department, the use and the application of the Shannon-Weaver model are observed, since the customer service executives of the hotels are required to receive different forms of complaints and hence the use of the model and its necessary application is essential for the employees working at this department. But the customer service employees are incapable to carry out this task if any of the components within the model are ineffective or they are also incapable to relay the message to the receiver. Hence, the main way to improve is by ensuring that each of the components within the model is effective at receiving and sending any message. 
[bookmark: _Toc47807390]2.1 Schramm 
The model focuses on a chain of communication processes where the existing message would be decoded, interpreted, or encoded and the process would occur among two people. So, according to this model, the message is originated by the encoder, the decoder, therefore, would receive the message and the interpreter would analyze and interpret the message. The interpretation within the message is observed for the overall messaging process and the communication practices among the sender and the receiver are also practiced in a practical manner (Kim, 2011). The individuals that are involved within this communication practice would both act as the sender and the receiver. However, the model of Schramm also introduced the concept of semantic noise which means, the different explanations given to a message by different individuals. The Schramm model and its application can be also seen for the workplace setting of the hotel Holiday Inn as the model is focused more at communication that occurs among two people and the practice is also relevant within the customer care setting since the customers and their problems are required to be addressed and the interpretation of the problems can, therefore, vary based on the person that is receiving the complaints. Employees with poor communication skills are more likely to make the wrong interpretation of the message. The improvement can be made by ensuring that the customer care executive or the receiver of the message is competent enough to provide a relevant interpretation of the message.
[bookmark: _Toc47807391] Berlo 
The basis of the model is based on the simple components of communication and this would include; the SMCR model which includes; Sender, Message, Channel, and Receiver. The coding and the decoding of the message are also included here and this also allows the sender and the receiver to practice a competent form of communication. Hence the four basic components within Berlo’s model are focused at using; hearing ability, seeing, touching, smelling, and tasting to ensure that the message that has been sent, is decoded by using the available tools medium of communication. The Berlo model has been used within the workplace culture of the hotel Holiday Inn as the customer care executives rely on the sender, the message, the channel, and the receiver, to ensure that any complaint has been received and understood and the problem that has to arise by the complaint, has been also solved, after the necessary interpretation of the problem (Sandman, 2016). The main problem with the communication model is that the sender and the receiver are required to have the familiarity of the subject associated with the message and the culture of the workplace also plays a crucial role to ensure that the message is interpreted in a relevant manner. The attitude of the individual towards the audience also affects the subject, the meaning, and the outcome of the overall communication process under the Berlo’s model. But the improvements can be also made to workplace communication and this would include ensuring that the receivers of the message or in this case of the hotel Holiday Inn, the customer care executives are competent to interact by the use of the cross-cultural method of communication and they can also remain knowledgeable. 

[bookmark: _Toc47807392]3 Communication Skills
[bookmark: _Toc47807393]3.1   Verbal Communication
The verbal communication process would include; oral or written words and the communication messages can be also easily encoded and decoded by the receiver of the message. The verbal communication has been also seen as structured and hence allows the sender to send a message with less distortion within the information that is being relayed. The principle of verbal communication begins and ends with the words that are spoken or written and the focus is on the delayed feedback. Within the workplace setting of the hotel Holiday Inn, the poor indication of the verbal communication will also occur if the employees are incapable to decipher the message that has been sending to them in written or in spoken form. This would mainly include for example; incapability of me or other customer care executives to decipher the message that has been sending to them, due to distortion within the message (Maund et al, 2017). But, the improvements can be brought by the competency of the customer care executives; to competently decipher the message that has been sending to them.  On the other hand, the customer care executives may also misinterpret the message which has been sending to them in written form. This can happen for the executives that are unfamiliar with the form of language that is used to send messages through the social media chat window. 
[bookmark: _Toc47807394]3.2 Non-Verbal
The non-verbal communication excludes the use of any oral written words and the basis of the non-verbal communication for any individual would include; the use of different sorts of audio-visual, visual, and also gestures; as the means to communicate with others. But the communication process and the messages are also hard to understand or to decipher. Any sort of formal structure is also missing from the non-verbal process of communication. On the other hand, information distortion can also happen with the practice of non-verbal communication. However, the non-verbal communication would always include any sort of purpose and the aim is to achieve the purpose (Blanchard et al, 2000). Hence, the entire communication process also relies on the feedback given by the receiver and the sender. Within the setting of the hotel Holiday Inn, the non-verbal communication and its poor practices can occur for example; nodding to an instruction given by the manager and the incapability of me and my coworkers, to address the instruction properly. The improvements therefore can be brought to the communication process, by ensuring that each of the customer care executives of the workplace is knowledgeable when using the gestures and the nonverbal cues when communicating with each other or the managers (Adair, 2009). But this is also important for the customer care executives to follow the codes of courtesy when communicating non-verbally with the senior management. 
[bookmark: _Toc47807395]3.3 Listening
Within the communication paradigm, active listening is the main bridge that allows individuals to decode and decipher any message that has been relayed. In the simplest form, the key principles of active listening would include; removal of any sort of distraction, being attentive towards the signs and speakers; conveyed by the individuals, and hence, ending with the feedback (Barrett, 2013). Within the workplace setting of the hotel Holiday Inn, the poor communication will occur, if I fail to understand the complaints made by the customers orally. The suggested here for me and my colleague would be to listen to the customer by following the main principles of active listening. As for the provided case-1, this can be observed that Mary failed to follow the principles of active listening, as she was incapable to remove the distraction quotient here, caused by her friend on the phone. As a result, she failed to communicate with her daughter who was upset. 
[bookmark: _Toc47807396]Empathetic listening
Empathetic listening within the domain of communication would involve; showing empathy towards an individual while communicating with them and also being compassionate and emotional towards their feelings (Kim, 2011). The empathetic listening and the poor practice can also occur within the workplace setting of the hotel Holiday Inn, as I or any other customer service executives may show less attention and show less compassion while addressing any complaint of the customers of the hotel. The improvements are embedded within the culture of the workplace and the extent of effective communication practices that are taught to the employees by the management. As for the case-2 of Steve and his wife, this can be observed that he was not empathetic to his wife’s problem and was incapable to sense her tone. This led his wife to ignore the message that he was conveying to her and hence, the consequence of the inattentive and uncompassionate attitude of Steve, worked as the distortion between the communication that occurred among him and his wife.  
[bookmark: _Toc47807397]4 Conclusion 
The report has provided discussion for communication and the inclusion of communication, as a means to interact with employees within a workplace setting. The report has been also prepared from the perspective of the employee of the company Holiday Inn Hotel and the communication practices that are carried on by their employees at the workplace. The report has also provided discussion for the process of communication by discussing different aspects that are related to communication within the workplace, by the use of different models and theories that aims to explain the practice of communication within the organizational setting of the company Holiday Inn. The provided cases have been also included within this discussion based on their relevancy to explain and application for the included theories. The report has also applied the theories and models to the workplace practice of the chosen company Holiday Inn Hotel and for the customer care executive of the Hotel Holiday Inn.  
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