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Introduction
In the workplace, communication is an integral asset, effective communication amongst co-workers helps to bring flexibility, smoothness and enhances productivity as well as employee satisfaction. Good communication allows a healthier workplace environment. It is also important that communication may dependant to role types at work – managers may be privy to certain things which normal employees should not be privy to. In this report, I will use my own personal experience to discuss the importance of effective communication. I will also include Shannon Weavers model to interpret my experience. My report will consist of some background information, analysis and a conclusion.
Background Information - Description
In 2010 Metro bank opened its first store in London, they wanted to change the way Britain banked. Metro Bank aimed to do this by providing unparalleled levels of service and convenience to their customers. At the end of the year 2010 I was selected to undertake a work experience scheme for the bank for a period of three months. The aim of this scheme was to give individuals an insight in to the banking world. I was selected to work in Metro Banks call centre as a call representative for three months. The call centre was based in Earls Court and employed fifty employees. The call centre management team reported to the senior management team. Below are the reporting lines:
[image: ]
Call centre representatives at Metro Bank were trained to take customer incoming customer calls. Customer call types varied and included calls with regards to account information, payments, balance enquiry, fraud and complaints. During an intense one week training, prior to the work experience beginning, we worked on providing the best customer service and focussed on how to build rapport with customers. Once the work experience had started (end of 2010) team managers, coaches and trainers all worked together to build training materials to enhance our customer service skills over the phone.
As the Bank became more and more popular due to the service and convenience it provided to customers, we registered more and more customers. People were flooding in to stores to open Metro Bank accounts. By the beginning of 2011, Metro Bank had opened double the number of accounts they originally forecasted. This meant that we started to receive a lot more calls than originally forecasted which started to add pressure to management. After a few weeks we started to see a trend, average customer wait time (in the call queue) on the phone started to increase, abandonment rate (the calls that were not answered and dropping) had increased. The call centre representatives knew it was down to the number of call takers we had.
In the eyes of the senior management, they believed that the call centre performance was plummeting and they started to raise questions. It was evident that this was due to the number of call centre representative available compared to the number of customers we had calling in – our team were under resourced.  The senior management team sent out an email to the call centre management to think of an immediate resolution to ‘steady the ship’, whilst they engaged the HR team to employ and train fifty new employees to tackle the resource deficit. This meant that the call centre management was under severe pressure and they started to look at immediate strategies to diffuse the current problem. The senior management at Metro Bank did not provide sufficient information as to how they would like the call centre management to tackle the issue. The senior management team sent a very direct statement, which was ‘’find a strategy to reduce abandonment rate, reduce wait time and increase the number of calls each individual call centre representative takes in their shift’’. 
The pressure within the call centre became evident as emails were being sent to everyone in the call centre by senior management. The call centre management team called an urgent meeting to try and implement a strategy which would try and solve the problem. After the call centre management team had their meeting they requested all staff to stay back after their shift and an announcement was made. They asked all call centre representative to reduce their average call handling time (ACHT). Call centre representatives were asked to stop ‘wasting time’ building rapport with the customers and get straight to the point. Be quick on calls was the message. Reducing ACHT would mean that an individual call centre representative would take more calls during their shift. 
The communication between senior management, call centre management and the call centre was disastrous.  It was sudden and unclear. The announcement was made in one meeting to forty call centre representative, after their shift. Although every call centre representative heard the same announcement, each had their own way of interpreting the message. In the next few days call centre representatives were focussing on reducing ACHT with that the level of service provided to customers started to dissipate. Each representative started to answer the calls too quickly, impacting their level of attention to detail which meant they started to make mistakes. Some of the representatives even made payments to the wrong customer beneficiaries. This meant that they were called in to disciplinary meetings for not carrying out enough due diligence. In effect this dropped the employee morale and call centre representatives stopped caring about the customers. The level of customer complaints started increasing along with increasing employee frustrations. 
After numerous complaints by (1) customers -about the level of customer service and (2) employees- about the pressurised work environment, it transpired that the senior management did not make it crystal clear on what they wanted. Although they wanted reduce abandonment rate and reduce customer wait time, they did not want customer service to be impacted. They also made it clear that they were not looking for a strategy to be immediately deployed, their email only asked call centre management to ‘look into strategies to improve performance’. The senior management made it clear that they wanted to revert back to the original call standards, to take as long as needed on a call to correctly deal customers. 

Analysis
The problem was clear, it was communication that was the issue. The communication between the senior management team, call centre management team and call centre representative was ineffective. The senior management team were clearly too drastic with their approach and the call centre management team did not understand the message from the senior management team. This led to employee dissatisfaction, errors, poor employee performance, and poor employee relationship which led to demotivation. For effective communication in a workplace the message delivered must be clear in the mind of the sender. The person or team it is addressed to and the aim of the message should be clear and concise in the mind of the sender – this wasn’t the case in my experience.
Workplace communication is vital for all stakeholder, without efficient communication nothing would be accomplished, instructions would be vague, and products and services could not be delivered to customers. And this is exactly what had happened in my experience at Metro Bank. According to Drucker (1954,) the five functions of management – planning, organizing, staffing, leading and controlling – are all dependent on communication. Whilst working at Metro Bank, the lack of effective communication led to many implications. The message which was delivered by senior management was incomplete and lacked facts and observation, it was not well planned or organised. For effective communication, assumptions should not be made by the recipient – unfortunately in my experience, the call centre management team made an assumption, leading to many consequences.
Shannon and Weaver model is the most popular model of communication and is widely accepted all over the world. I would like to use this model to analyse my experience whilst undertaking work experience at Metro Bank. Shannon and Weaver’s Model of Communication (1949) acts as the basis of all other communication models. It was developed to explain effective communication between a sender and receiver in telecommunication. Effective communication occurs when the receiver has received and understood the message sent by the sender the way it was intended. The model consists of six sub categories:
(1) Sender is the person who makes the message, chooses the channel and sends the message. (2) Encoder is the sender who uses machine, which converts message into signals or binary data. It might also directly refer to the machine. (3) Noise is any distraction which may distort the original message
(4) Decoder is the reception place of the signal which converts signals into message. (5) Receiver is the destination of the message from sender (6) Feedback is the results that are given back to the original sender
I have put my experience with Metro Bank within the Shannon Weaver Model:
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	Message
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	Pressured Call Centre Managers talking about current performance and their take on the communication sent from Senior Management
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Due to increasing abandonment rates, and higher average customer wait times the senior management team sent an email to the call centre management team, the email asked the call centre management team to think of a strategy to ‘steady the ship’ whilst the senior management team looked at avenues for uplifting call centre resource. The email went out to ten different call centre managers, each of whom interpreted the message in their own way. The strategy the call centre management team came up with was to reduce Average Call Handling Time (ACHT), and deal with the customer’s request quickly and promptly. This was then cascaded down, in one meeting, to forty call centre representatives. Again, each call representative had their own interpretation of what a quick and prompt call was. This communication led to many implications – customers started to complain about calls not being answered correctly, call centre representatives were becoming demotivated, due to the increased pressure to reduce their call handling time. This led a performance demise at the call centre.
It later transpired that the call centre management team had misunderstood the message that was given to them. The message was to ‘think of’ strategies, not to ‘deploy’ a strategy. In my eye the miscommunication was fostered by the senior management team, as they were very vague with the message they sent to the call centre management team. On intraday call centre performance updates, senior management would repeatedly send out emails questioning ACHT of call representatives. Which prompted the call centre management team to focus on ACHT. Relating back to the Shannon Weaver model I can see that there wasn’t an immediate feedback – to confirm whether the message sent by the sender was understood in the same terms by the receiver. Therefore, a mishap in communication led to several implications. It also reiterates how important feedback is for effective communication.
Further to this I believe the call centre management made a huge error as they cascaded a strategy update to forty call centre representatives after their shift. The timing of the message to the call centre representatives was appalling as people would have been tired from working, so concentration would have been low. Empathy with listeners is essential for effective verbal communication, due to how the message was conveyed to the call centre representatives there was no empathy. Call centre management team were not sensitive to the needs and emotions of the call centre representatives. Which led to many call centre representatives to be demotivated and the productivity had decreased. 
I am of firm belief that a strategy update should be delivered in small team with time for questions – which would have influenced effective communication. The message which was delivered should have been modified according to the audience – what is relevant for top-level and mid-level management is not needed for junior staff. Clutterbuck (2000) states that uneven functioning of a workplace is reliant on cooperation between co-workers and, in order to cooperate well, co-workers need to be able to communicate effectively. Good communication must also exist within and between the team as a whole and the rest of the company. Unfortunately due to the communicational errors the call centre faced many consequences. 
Conclusion
From my own personal experience, I believe that communication is integral to an organisations success. The call centre I underwent work experience at had really good performances up until there was a breakdown in communication. The misunderstanding because of bad communication led to customer dissatisfaction, employee demotivation, poor productivity, poor teamwork and poor performances. Evidenced through my own experience, effective communication is integral to an organisations success. For effective communication amongst stakeholders there are a few vital elements which are – clarity of purpose, engaged listening, completeness, feedback and empathy. I believe that the level of communication has a correlation to productivity, identification, employee satisfaction and customer satisfaction- which are all pivotal for an organisations success.
The Shannon Weaver model provides a great insight as to how the misunderstanding occurred. It gives as a way to see how a message can be interpreted differently. The senior management team at the call centre were vague in their communication however their email specifically asked the call centre managers to only ‘think of’ strategies, rather than ‘deploy’ them. Nevertheless, due to the pressurised environment and the constant emails about ACHT (could be considered as Noises, in the Shannon Waver model) by senior management, the call centre management thought they needed to change the whole strategy. My experience clearly shows that communication has a strong correlation to organisational success and employee satisfaction.
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