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Introduction

This academic piece of writing will focus on my communication skills in the workplace. A focus is issued that happened at the workplace and reflection to prevent future issues. 
Analyzed communication skills are active listening, assertive, non-verbal communication, managing problems, and written communication. 
Many studies, analyses the ability to communicate as a determining factor for successful realization and develop happy personal and working life. 


Communication

According to Ferguson(2004) communication essential, human-beings communicate every day (at school, workplace, with friends, by TV or via the Internet) communication is fill in 70%-80% of the time in the workplace.  According to Narula(2006), communication is a dual process wich keeping in-touch two or more human beings. Communication can include verbal, non-verbal, written or visual(outside look). 
Communication is an important part of everyday life, people exchange information and believes via communication. Important to understand humans witch communicate with is to notice every part of their thoughts or feelings expression. 
At my previous workplace, there was poor communication because of the knowledge of the staff. Bad language skills affected the quality of conversations and received instructions(massages). Situations of misunderstandings were part of the working time often. An example of that kind of situation is one meeting about working procedures, during the meeting most of the staff on groups were waiting for others speaking their language to translate them what the Manager wanted to say. The outcome of that situation was noise around the lobby where the meeting was. My next steps were to join college to prevent misunderstandings between me and my future employers. 
Berlo’s model of communication can describe that situation because the message is coming to form the sender(source) via the channel of hearing but receivers did not understand the information because of lack of knowledge. According to Janse(2018), Berlo’s model of communication describes simply the process of exchange the information. Components are sender, message, channel, and receiver. Berlo’s model highlights the coding and decoding of the information as a tool it can be used for an effective way to communicate. 
Successful communication depends on people’s ability to listening and the ability to adapt their style of communication adjusting to the others with who they communicate. The only rule for effective communication is to be courtesy to the others. 

Dialogue is an essential element of effective communication. During collaborative activities as teamwork, the ability to engage in dialogue is a prerequisite for achieving the goal of effective communication. Sometimes the dialogue is spontaneous, involves all the participants actively in requires joint discussion and taking common decisions. Dialogue is related to the others' rights to tell their point of view, showing empathy, respect `and tolerance, hearing, criticism, and self-criticism, the ability to overcome differences and more.

Active listening is an essential part of effective communication. Communication is a process in which each participant expresses themselves as a speaker and as a listener at the same time. 
Active listening is a basic communication skill and a prerequisite for good communication. Active listening requires the listener to make eye contact and to have open posture, to show attention and interest, to paraphrase, to agree and to ask open-ended questions. The facial expression, the look and body posture are essential elements that reveal the listener’s attitude about the received information. 
According to ACT Academy (n.d), Active listening can be defined as the ability to focus on the sender’s message and received it properly. Active listening is fundamental and one of the best approaches to understand other’s opinions and points of view. 
At my previous workplace, there were a lot of issues related to active listening. An example is a situation including management and employees, employees were senders and the manager was the receiver. The massage was information about holidays and the receiver was not listening actively. The outcome of that situation was the wrong rota and negative emotions. 
A very important skill in Communication is active listening, In the workplace employers, are looking for staff who can follow instructions. Essential is to understand instructions properly without personal opinion to be interference. Active listening demonstrates interest in other’s opinions, understandings and beliefs. 
An important part of listening actively is to wait for others to finish their argumentation and discuss their opinion. Active listeners are more successful in their professional careers (Doyle,2019) Showing interest and asking a question in working conversation develop good communication skills. 

Assertive is part of communication witch some people wielding and use successfully. 
According to Pipas and Jaradat (2010), assertive is communication skills defined as the ability to express opinions and understandings without disrespect others or showing aggressive behavior. Saying personal opinions and beliefs without being aggressive and keeping a good manner demonstrate good self-control, self-respect, and respect to the receiver. According to Impactfactory.com. (2019) expression of positive and negative ideas directly is being honest at the same time is assertive communication witch can develop the personality. 

In my previous workplace rota was made from the Manager of the store. I was not able to work evening hours and I was assertive to my manager about it. The outcome of that conversation changed in the rota and the Manager was convinced about my opinion and ability. 
At the workplace is important to use Assertiveness as a skill because employers are more likely to rely on stable and balanced people in their team. Demonstrate assertiveness improve employability skills and develop workers to stage of professionals.
Communication is the key
The answer to all thoughts which flee,
Some try to run and hideaway
It's much simpler to think and say
(Hamilton, 2014) 

Verbal communication is a way of expression information via speech. Verbal communication between people is possible with a signal to send between them. Good communication skills require the ability to speak freely, clear speech, observance of literary rules, expressed in appropriate intonation and timbre of voice. 
Problems related to verbal communication most of the time is because of poor language. An example is a situation from my previous workplace, most of the people’s first language was not English language. Because of that, some people did not understand the instructions and recommendations from the Manager. The outcome of that situation was bed communication between employee and employer. My reflection was to try to educate myself. 
An important part of everyday life is to understand others. People who can communicate effectively and understand everything that they been said can live fully. 

Non-verbal communication is part of everyday communication, characterize by body movements and facial expression. 
Non-verbal communication can be defined as an ability to express speechless feelings, thoughts or ideas. Non-verbal communication expression is body movement, eye movement or any speechless form of expression. 
In my previous workplace often there were situations of misunderstanding because of the different culture’s non-verbal communication. Issues were based on a misunderstanding as facial expression, body movements, and eye contact. The decision which I made was to clear my behavior from culture habits such as expressing emotion spontaneously to prevent unnecessary misunderstandings. 
According to California university professor Mehrabian(1972) his theory for nonverbal communication is that 7% of the message is spoken, 38% is the voice tone and the way of expression of the words, 55% is non-verbal communication such as facial expression. 
Mehrabian's (1972) statement for the difference in non-verbal communication based on cultural differences and education is an important discovery that helps to understand human being's behavior.

Dealing with negative behavior and negative speaking is part of the work with customers, part of communication is to deal with other’s negative thoughts or behavior. 
Dealing with customer’s negative feedback and receiving their negative massage with passion is important at the workplace.  According to Gecis(2015) listen carefully, not take it personally, do not try to prove other is wrong and apologize are the right way to deal with negative feedback. 
In my previous workplace, there was a lot of negative feedback about time to prepare orders and food quality. For me to deal with that customer was stressful. My reaction always was to understand where is the problem and to try to resolve it. 
   
Written communication is part of everyday life, people communicate not only verbal and non-verbal, people communicate via massage, letters, books, newspapers, emails, web-pages, etc. Written communication is important because people can exchange information not only face-to-face using it. In working written communication is important to be clear about the main topic to writhe informal language and prevent grammar and spelling mistakes. 
As academic skill written communication is very important because employers are looking for people who can express information clear and straight. During a job interview first thing employers looking at is a CV when the CV is not in the right form the chance to take the job is lower.

In my previous workplace, I and my colleagues were obliged to fill in documents for safety food procedures and process. Because of a lack of knowledge (written language), some of my colleagues could not be filled in the documents and others done it for them. Berlo’s model of communication describes that issue. This action gave a negative outcome because of the company’s rules and regulations. My reflection for this situation was to stop helping them to fill the documents.  
Important is every human being to be able to write properly that skill will help to live better and will develop a professional career. Written communication is important to achieve effective communication with co-workers or employers. 

According to GOV(2012), bullying can be in a verbal, non-verbal or written type of communication. People can be aggressive with their behavior, bullying can be prevented or at least lessening.
At my previous workplace, I face the issue of bullying about my marriage partnership. My opinion and choices are based on the traditions and social system in my country. I was bullied about my status and the age that I was married. The outcome of those situations was an emotional struggle and negative psychological thoughts. My reflection to prevent future bully was to stop telling at work that I was married. 
To prevent bullying others people have to think first before expressing their negative fillings via bed words and aggressive behavior. Important is to achieve good and effective communication is to understand others and try not to judge their choice, actions or opinion. 


Conclusion 

In this academic work analyzed are communication skills and my employability experience including skills as assertiveness, bullying, problem-solving in communication and managing conflicts with difficult customers. Analyzed are types of communication is non-verbal, verbal and written communication. Assertiveness is important to be used in communication with employers and co-workers to achieve stable relationships. Bullying is part of people’s behavior to prevent its best way is to ignore people with negative and aggressive behavior. Problem-solving in communication can help to develop career and effective communication with customers and co-workers. Managing conflicts in communication are part of the skills to balance personality and be able to present calm information.  Verbal, non-verbal and written communication helps human-beings to achieve a good and effective understanding of someone’s thoughts, emotions, believes and understandings.  
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Time allocated: 1 holt. Please return your paper to the lecturer upon completion. It will be returned

to you at the next session. You will need to include a scanned copy of this exercise in the form of an
appendix together with your Task 1 (part of the Assignment for this module).

Ex.1. Read the following passage and answer the questions.

| (Kelly Quintanilla, one of your co-authors) have taught many successful workshops to business
professionals over the years, workshops in beautiful locations with enthusiastic participants. | also taught
one workshop that appeared to be doomed to fail before it even began. The topic of this 6-hour workshop
was conflict management. The group was a department whose members were currently engaged in a battle
with one another. Literally, half the department was not speaking to the other half. Some of the best
department members had put in for transfers. Productivity and customer service were suffering.

Knowing all this in advance, | had carefully selectad a large room with comfortable chairs, round
tables, and good lighting. | had planned for several breaks with food and drinks in an attempt to foster
informal communication. The meeting environment was ideal. Unfortunately, an emergency water outage
caused the workshop to be moved to a room in one of the local museums. The meeting was scheduled to
begin at 8:00 a.m., but many people arrived late due to the last-minute change in location. Those who arrived
on time became increasingly agitated as they waited. Part of their agitation stemmed from the fact that there
was no coffee, no food, nothing. Despite several calls, the food order never made it to the new location. The
only place to get a drink or snack was a small, extremely overpriced gift shop that did not open until 10:00
a.m. To make matters worse, the room had about 40 mounted animal heads hanging from the walls. The
animal heads, most of which were in a growling pose, were very dusty, causing anyone with allergies to begin
sneezing and sniffling. The final problem was the furniture. The chairs were the small, metal, folding kind.
The tables were also small, and there were not enough of them, so the participants were crammed together.
| could not imagine a worse meeting environment for any group, let alone a group already engaged in conflict.
I needed to do something quickly.

Q1: What went wrong?

Q2: What would you have if you had been in that position?

Q3: Could the situation somehow be used to your advantuge? Why/ why not?
Q4: Could any model of communication help explain this situation?
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