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[bookmark: _Toc18356656]Introduction

The following report is intended to show and describe evidence of what have been taught in class. This will address class in class exercises including 
communication skills. A brief analysis of my work place or a friend is required. The task is to suggest how these skills could be used to improve service in my work environment.  Information will be sourced from books, online published literature and other publications.  

[bookmark: _Toc18356657]Working in a large office environment with poor communications.  



[bookmark: _GoBack]I am employed by a large travel company in Central London as a reservations officer. My role is to book, confirm and arrange itineraries for holiday makers to many destinations around the world.  We work in a very large open plan office which can be very noisy, much like a call centre. This office accommodates approximately seventy staff in that department.  To support this team of worker, we have several other departments such as accounts and the marketing to name a few.  Communication can be very difficult at times. This job can be very impersonal as we are given monthly targets to meet. Each working space has a computer, telephone and a set of headsets. This means from 09.00hrs to 18.00hrs, the phone lines are extremely busy. We are expected to answer them as quickly as humanly possible.  Due to this arrangement we don`t have much time to talk amounts ourselves. Communication is done by emails and memos.  Sometimes meeting is held after business hours.   Often, important information does not arrive in a timely manner due to the pressure we are under to get the phones answered and deal with processing booking request.  The company is over 40 years old and many of the older staff have been working there for a long time. 

Some staff member is not keen on changing the way things are done. Younger and new staff member have joined the company in recent years bringing new ideas and methods with them. This sometimes causes tension in the office.  There is clearly a need for better communication skills. Presently, when tension becomes over whelming, the management will call a meeting. This only happens when a lot of complaints or arguments are reported to the supervisor.  Meetings are never held in my department during the day as we are very busy and answering the phones are our top priority. It the phones are not answered in a timely manager, that business could end up in the hands of our competitors.  This means that meetings or training has to done after the working day. Sometimes these extra hours are paid as over time, other times, we are given food and drinks if the extra time is no longer than an hour.
  
Staying late can sometimes be very inconvenient for some staff members due to family commitments. Due to the way the company operates, mistakes are often made and the stress and pressure on staff members is often great.  This is all due to a lack of communication.  Whilst I appreciate the importance of taking calls which hopefully converts into bookings, thus leading to more profit for the company. 
Since attending this course, I have learnt the values of having good communication skills. It is necessary for effective communication training skills to be introduced throughout the organisation. 
 
It would be my suggestion that the company invest in some experienced temporary staff to answer the phones once or twice week .This would free up some time for permanent staff to be trained in order to acquire some of the very important  communication and employability skills which are presently lacking.    My work place can be a very noisy and busy.  Staff absences are high due to the daily stress and chaos.

Exploring Academic and Employability Communication Skills as discussed in class.
      
 
During this course, we have learnt some useful employability skills. Many of which would make for a more efficient working environment if they were to be implemented.
 
There are several forms of communication including verbal, non verbal and written types.

However, there are many barriers to effective communications, such as physical barriers. 
Being disable can cause many issues. Whilst we live in a more Disable friendly world It has become illegal to discriminate against people with disabilities in the workplace. Still barriers exist if you are deaf, dumb or use a wheelchair. The fact that you may not have a computer nor is computer literate can be a barrier.  Although most children are taught computer skills at very young age.  Moreover, most households have at least one computer in today`s world.
  
· Communication Skills 
· Team working 
· Time management
Are just three which can h be helpful in such an environment.


[bookmark: _Toc18356658]Importance of Communication Skills in the Workplace

Communication is very important because without this skill many things can go wrong and lots of time is wasted.  This can result in loss of profit and efficiency, which can result in a lesser demand for the product or services. Businesses today are driven my good reviews in the form of customers feedback. If communication is poor, this can result in poor feedback. Most communication in the 21st century is done by Email, letter writing, telephone. 

Shannon and Weaver`s model of communication can be effective, simply put this is based on sending, receiving, decoding and replying.  Marie and Pedro were an example used in class. Marie telephoned her husband Pedro whilst he was at work. Pedro worked in a noisy environment.

Other class exercises we read was about the professor who lived just of side of  his village but did not mix with the villagers.  His house catch fire one night. He ran into the town shouting for help but used language which was too sophisticated for the villagers to understand. Hence, no one came to his recue and his house burnt to the ground.  The next day the professor returned to the village and explained in simple words that his house was burnt down because no one helped him to save it. The villagers then explained that no one understood what is was shouting about.  That was a case of miscommunication. The professor did not explain himself in simple terms to the villagers and the villagers didn’t take the time to ask him to explain why he was shouting.

Another case study (A Day With The Chief) was of a young man name Mark who was invited by the top boss to discuss his success in the company.  He had been told that she was a tough and difficult person to deal with.  On his arrival and his first impression Ms. Mills , commonly know as The Chief.  Mark was very surprised and pleased to be in her company. He was so delighted with her manner which did not match any of the negative things he had been told about her that he quickly became complacent and relaxed.  This soon lead to him saying  all the wrong things to Ms. Mills .  It was not long before she reprimanded him.  He quickly realised that all the information that he was previously given about her was true. 
Another clear case of miscommunications, based mainly on her body language. 



Team Working is another important skill which  we studied. It is necessary to practise  good team working place in order to achieve maximum communication thus leading to greater productivity.   

Belbin`s Model is structured on the principles of ;

Shapers; A person with great vision. Able to guide the group forward with clacity.

Implementers; This person would be able to put the discussions into practice. A person who will get things done.

Completers or Finishers; The ability to work with the task until completed and resolving all issues along the way. 

Coordinator; This person should have good  leadership skills including problem solving skills.

Team Workers; A good communicator, who can keep the team working effectively (Quintanilla K, 2017). 



Resource Investigators; Researching outsider information to that would be useful to the team.

Planters; Brain storming.

Monitors ; Analysing and decision making. 

Specialist ;  The sharing of expert  knowledge.     
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[bookmark: _Toc18356659]Figure 1: Shannon- Weaver’s Model of Communication https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/
Marie asked him to bring a chicken home for her to cook. He arrived home expecting a chicken meal, whilst Marie was waiting at home for him to arrive with a purchased chicken so she could make dinner.  This misunderstanding took placed because, Pedro didn`t give his full attention to what Marie was saying when she phoned, he was working in a very noisy workshop. Marie also did not reconfirm with Pedro what she said. This resulted in a misunderstanding on both of them.    
Berlo`s model was based Sender-contains-channel -Receiver. The source of the message is channelled by phone or email, it then arrives to the receiver and finally feedback is made.   (Griffiths B, 2015)
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Time management is very important for any business to be successful. Successful time management is achieved went the most important task are prioritised. Using the 20/80 model which was developed by Parkinson in the 19th Century. His model believed that if we prioritise the most important 20% of the workload, the other 80% would be done in due course. By using this method to decide what is most important or urgent it has been proven to result in higher production and successful outcomes. 
According to (Ziegenfuss J, 2001) Organization is the key to a successful business. This is achieved when the following structure is practised;

· Prioritising
· Problem solving management
· Delegation.
· Decision making.
· Goal setting
The above list are all skills we have studied on this course.  I have enjoyed learning these method and models and believe that these techniques will be helpful to me in the work place (Panek, 2013). 



[bookmark: _Toc18356662]Paraphrasing and summarising techniques

We have also studied Paraphrasing and summarising techniques.
The ability to paraphrase and summarise any article is a very useful skill for the work place.  It will save you lots of time and also keep your reader or audience interested and engaged. My lecturer has given us in class exercises and case studies to paraphrase and summarise.  Whilst the class exercises have helped me to improve these skills, It will take more practise for me to prefect Paraphrasing. I found the exercises in summarising easier.
Paraphrasing is the skill of keeping the meaning of a text but changing the words used in the text. 
Letter writing is also another important   academic skill, which is extremely useful when applying for a job. Good letter writing skill can be beneficial to both employees and employers. It is an a very important and necessary form of communication in workplace.   
Letters, emails, memos and notices are frequent methods used today to communicate. No only is it necessary for you to have good communication skills when writing a letter for a job but you should know what a well written letter should look like. You could one day be that person behind the desk looking for and screening for an employee. Therefore, the more you know about what a well written letter should look like the better chance you have of choosing the right candidate for the position in question. Good letter writing skills are reflection of you and the company you work for, no matter what the nature of your business is. There are three main formats of letter writing, Formal, Informal and Semi Formal.   
CV writing was also another useful skill which we studied in class.  


Conclusion

This module was very informative and interesting.  I will take all of the Academic and Employability Skills back to my work place. I will suggest or recommend that all of my new skills be implemented in the organisation I work for.  Most importantly communications and team working.
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