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[bookmark: _Toc91709183]Introduction 
Communication plays an important role in our personal and professional life. It has to be taken seriously and utilised properly because a great communicator becomes successful in every sphere of life. Communication skills are simple processes that can help people improve their personal and professional relationships, and they can be done in a variety of ways. Better communications skill helps us to crack job interviews and business deals or showcase any presentation effortlessly as well as improve personal life (Parmawati, 2018). Communication skills can be improved either vocally or visually, this can be done by conducting a group discussion, reading and listening to others, watching a news channel, or participating in a debate and intellectual show. 


[bookmark: _Toc91709184]Factors influencing communication 
Diversity in culture: As per the view of Lawless et al. (2020), cultural diversity may bring the chances of misunderstanding as people from various cultures come to work in an organisation. Therefore, the insufficiencies to understand others of different backgrounds bring communication problems. Besides this, sometimes it has been noted that an employee who belongs to a culture fails to understand and relate to other employees culture.    
Differences in emotions: The means of communication depends on the feelings and emotions of the individuals. On the other hand, it has been noted that the employees bring their issues in the workforce of the organisation which may affect the respective job operations. 
Misunderstanding: A level of misunderstanding occurs in the workforce which is a crucial factor influencing communication. Most of the time the misunderstanding has happened while using the same words of different meanings or while using the technical terms. Besides this, sometimes the individuals fail to understand the inner meaning of specific words and a misinterpretation creates while using that word in future aspects. 
Differences in positions: As per the view of Dash (2018), a level of difference has been created while communicating with individuals of different groups. For example, it can be stated that the managing professionals pay not so much attention to other staff of the organisation. Therefore, the hierarchy and the other professional staffs have communication gaps due to different positions. 
Differences in education levels: Differences in education level influence communication. Therefore, the same educational qualification brings positive effects in the communication sections as the individuals have the same thinking and same understanding over various things. On the other hand, other factors affect the communication such as previous experiences, group engagement and the relationship between the receiver and the sender.
[bookmark: _Toc91709185]A theoretical model of communication 
As communication is given importance to individuals' personal and professional lives, hence, it is also very important to analyse the communication method within a relevant framework. In this context, the uses and gratification theory can be introduced in this study for evaluating the role of communication in relationship building among individuals. Uses and gratification theory implies that people respond actively to mass communication where their interest lies and they find that by responding their demand can be fulfilled (Eginli and Tas, 2018). Therefore, it can be said for communicating mass population or the huge number of target audiences, it is very important to understand their needs and demands. 
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Figure 1: Uses and Gratification Theory
(Source: Eginli and Tas, 2018)
This theory has clearly shown that mass media has changed its skeletal to a great extent to reach out to potential audiences. The traditional approach of mass media lacked in communicating a huge number of target audiences, whereas digitalisation has empowered the communicator to accelerate their speed (Ray et al., 2019). While evaluating the role of mass media, it has also been understood that individual skill of communication also plays a crucial role. In the era of digitalisation, live streaming has been prioritised. Direct interaction among the service providers and users has been enhanced through this communication method (Liu, Min and Han, 2020). It has also been understood that the way of communication is also very important to build relationships among the communicator and respondents. 
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Importance of communication skill 
Communication skill is very important to build up in organisational culture. The organisational structure has to be dealt with the relationship among the employees and the organisational behaviour of an institution must be diverse. The production and business organisations are completely dependent upon communication among the employees and with the customers. If an organisational authority wants to establish profitability and a good position in the market they have to build strong communication skills. As per Cletus et al. (2018), well-diversified communication skills can act as an insulator to increase the dynamic vision of an organisation.
Effective communication skills: The employees have to be equipped with or trained with strong communication skills related to any business. Strong and diversified communication skills can work as an effective instrument to develop the business growth and enormous culture among the related business circumstances. Team work and group activity are very common for a business organisation. To lead a team and to maintain a good team that can give the desired outcome of projects communication skill has to be developed among the members.
Customer satisfaction: Customer satisfaction is very important for the development of a business. Customers are the key resource of any business. The production or service which is offered by any organisation they have to build a mutual communication skill with the customers for analysing their demand and capturing their statement related to the product satisfaction or any query. As per Lamont and Brunero (2018), the effective and authentic communication skills of the employees will convince a customer regarding their transparency of business and any help and guidelines required to them will be provided by the authority to the customers. Only authentic and multifarious communication skills can improve the growth of business.
Gain the advantage of competition: The competition market of any business can be dominated or controlled with effective communication skills to flourish in the business market to enrich the level of business.


[bookmark: _Toc91709187]Critical analysis of poor communication 
Effective communication of an organisational setup is very important for the positive effect of any business organisation. But poor communication skills can act negatively among the relationship of the employees and for the development of the business. As per Najafi et al. (2018), it has been observed that according to critics and researchers' maximum failures of project works and assignments have been stretched out as a consequence of poor communication skills of the leader or among the employees.
It has been realised that due to poor communication skills the employees at the individual level feel alienated with no specific direction from an authority, resulting in low satisfaction and performance. At the level of the department, the team feels the loss of poor communication skills and with no clear vision, they work fruitlessly. The poor communication skill can affect:
Employee turnover: Employee retention is very important to serve the customers effectively. With poor communication skills, employee turnover increases generally and the industry faces loss.
Poor customer service: it has been researched that in Oman the Oman Refreshment Company (ORC) has faced loss and negative results in terms of customer satisfaction and customer dealing due to poor communication skills of the employees. As per Ting et al. (2017), the priority of a company should be based on customer satisfaction and their requirements. The researchers have stated that a lack of enriching communication skills is responsible for the negative outcomes of the customer satisfaction of Oman Refreshment Company. 
Lowest return of shareholders: research by Towers Watson has presented that the companies with effective and multidimensional communication skills have observed the highest return of shareholders in business. In comparison with the organisations which have faced poor communication, skill have faced the lowest returns of shareholders. Without effective communication skills it has been observed in the business of grocery market of UK they have suffered endangering situation during the lockdown in a pandemic situation. As per Wee et al. (2018), the service they offered was not at all communication friendly and the supply chain management was very poor. As a result, they suffered a loss of business outcomes.
[bookmark: _Toc91709188]Strategies to improve communication skills 
Communication skills can be improved in various ways.
Listening: Being a good communicator implies that the person listens well. Communication is hampered when it gets interrupted or one of the people involved is not listening properly. It is also beneficial to pay attention to the details of the topic then only the purpose of the communication will be successful; doing so will allow one to get the most out of the communication and will improve us to communicate back well. 
Reading: Reading makes a man perfect and enhances his oratory skills for communication. Reading classic books, magazines, journals, articles, newspapers helps in the expansion of knowledge, a better understanding of any topic improves vocabulary power, and gives a broader perspective of the subject along with confidence while building and constructing better sentence structure before speaking. 
Watching: Apart from traditional learning, watching news channels, debate shows, and movies is considered as a contribution to the accession of lasting knowledge as it improves our grammar, pronunciation as well as educates us on various issues. Pronunciation is effective for communication to convey the message correctly to the audience without being misunderstood because incorrect pronunciation can mislead and agitate people.
Speaking or group discussion: Verbal communication skills enable one to build affinity with other people, generating positive interactive relationships and strong working relationships (Demir, 2017). Participating in various debate shows and group discussions increases confidence, change in voice modulation, reduces stress and stuttering. On the other hand group, the discussion is the most important form for improving communication skills as all the team members get involved in listening, observing and participating in verbal communication.


[bookmark: _Toc91709189]Conclusion and Recommendations
The conclusion drawn from the above discussion implied that communication skill is given importance because it enhances the scope of sharing knowledge and insights of individuals. Different strategies could be adopted for improving communication skills. Listening, reading, note-taking, etc. are crucial strategies, which can improve the communication skill of the individual. While describing poor communication, the example of Oman Refreshment Company has been included in this study. To improve the communication skills, this can be recommended:
Take notes:  Taking notes when discussing an important point helps to get hold of new words phrases and improves the way of speaking. Doing so will help avoid miscommunication.
Observe: To make the communication effective is by having good observational skills. By looking at the person, understanding his tone and gesture, facial expression, body language gives a rough idea about the person and how to crack the conversation first.
It has been observed that poor communication affects the revenue growth of the organisations by increasing employee turnover, disrupting the relationship with shareholders etc. This study has highlighted that poor communication impacts the trust-building of the shareholders in the organisations. On the other hand, emotional beliefs, cultures, etc. are also very important factors to influence communication among individuals. 
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