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INTRODUCTION


The purpose of this assignment is to discuss how well employers perform at communicating at a work place, which is based on as much as possible on own or a friend’s real-life experience. To use own findings and from theory to reach some firm conclusions as to how workplace communication and performance of employers can be improved.  
The definition of communication is the imparting or exchanging of information of information by specking, writing, listening or using some other form of media. A message of some form delivered to receiver. Communication can be categorized into three basic types as verbal communication which is when you listen to a person to understand the meaning of the message given by specking. Written communication is which involves only reading, like email, letters and anything which is read, and non-verbal communication is when one observes a person and infer the meaning.
Communications is an act of convey meaning from one whole group to another though the use of mutually understood signs and semiotic rules. Not all communication is positive which then the team performance can be compromised. Communication has various ways of communicating. A two-way process of reaching and understanding, it is not only exchanging information, but the sender is encoding, and the receiver is decoding. 
Communication is also defined as a verbal and non-verbal way of communicating with group members that define much team life. Task are completed, and relationships are managed though interpersonal interaction. It’s a method used everywhere in a workplace with messages sent by a sender to the receiver and making sure the concept of message is fully understood without errors or misunderstandings.
Chapter two will be in more details about experiences of misunderstanding and how it resolved including the process and what method of communication was used. 
Chapter three will be conclusions including summary of findings for my assignment. 
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In the main body of this assignment it is looking at experiences of misunderstandings and how it was resolved in own experience’s, in different forms of communication in more details including the type of communication used, also a short definition for each type of communication which are commonly used at a workplace and how employers perform at communicating. 
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Good communication is very important and required in a workplace environment with managers and colleagues. They must be able to communicate as well as understand each other, to give and take instructions, for a smooth environment at the work place. Employees also need to learn how to communicate both verbally and non-verbally as it is needed in a working environment.  
Communication is used by employers and employees in every work place. Communicating occurs at every level between employees and employers including communicating with managers, customers, staff each other even clients. When aims, targets and goals are not properly communicated in work places it can bring a decrease in productivity in the business. Lack of communication can have a bad effect on business. Communication also has benefits in workplace for example a manger can communicate ideas to staff members clearly, give appraisal to staff and let them how they are progressing or what needs done for improvements. 
If good level of communication is used at work, then misunderstanding can be avoided or be worked out quickly and effectively and efficiently to have the work place atmosphere in a good manner and running smoothly. If communication is not done properly no one will be able to motivate others to work to the best of their abilities.
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A verbal communication is messages that are created through spoken language. Effective communication involves accurate interpretations of others where verbal messages are used, otherwise the whole message communicated will be mis understood.  Verbal communication is a method where a message is given by specking out loud, discussed and spoken out loud to another person and is listened to by others via face to face and meetings. It is an oral communication.
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Non-verbal is a communication to be defined as without using words, it also includes behaviours such as facial expressions, touching, eye contact and using the tone of the voice as well as less obvious messages as like dressing up, body posture and spatial distance between two or more people. As verbal communication can be turned off, non-verbal cannot be turned off, as no talking is used or required. 

[bookmark: _Toc523474658]Written

Written communication is a method without using verbal or non-verbal communication like using electronic emails, memos, repots documents, journals, letters, etc which are all very commonly used forms of communication in a workplace.
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It has been defined since the 21st century workplaces are using other forms of communicating which are more effective in a workplace. The other forms of communicating are; verbal communication, written communication, oral communication, face to face, nonverbal communications, physical nonverbal communication, paralanguage communication and visual communications.

[bookmark: _Toc523474660]Experience of misunderstanding in workplace:

While working as a sales assistant in a retail industry as a cashier on tills on a Saturday afternoon which is a very busy period with constant flow of customers. As a cashier you must make sure your spending the maximum five minute with customer depending on items the customer might have. A customer approached the till next to the one I was working on and was assisted by a colleague, during the time of my colleague scanning the items the customer realised she wanted two more plain V-neck t-shirts the exact same she already has on the till. My colleague pressed the bell for assistant and asked another colleague to grab a couple of white t-shirts that the customer had requested while she continued with scanning the rest of the items and was waiting for the t-shirts to be bought to the tills, when the colleague bought the t-shirts which now was the second time still picked up the wrongs ones, the customer was saying I said exact same and was quite annoyed the fact that she has already been waiting for more than twenty minutes in the que and another six minutes for a couple of same t-shirts which was the wrong ones bought by the  colleague. At this point both colleagues were standing together listening to the customer being quite rude and complaining about bad customer services and saying a lot, I then quickly finished serving my customer and quickly closed and left my till to grab the requested items for the customer and rushed back and tried to calm the situation down by apologising to customer and explaining it is a very busy time right now with the store packed with customers and our colleague is new just started not too long ago hence the delay and misunderstanding between them both, I also told the lady if she is still not happy then she can still make a formal complaint to a senior manager and it will be dealt with, but right now my priority is making sure our customer is happy so firstly let me help to get the items if you will still like them and you can pay for your shopping and I will still call for manager and you can deal with the next matter. The manage was called to the scene and the customer went with manager to talk leaving me and my colleagues to carry on serving the next customers as the que was quite long and customers were starting to get very inpatient. The manager returned back advised me and my colleague to come to HR end of shift or break, which we did and the manager questioned each of us of what happened with customer, we both explained and I had to give a further explanation to why I left my till to assist her when there was a long que full of customers waiting to be served.
I explained to the manager that I made a judgement on own initiative to step in and help my colleague as the situation was getting quite loud and other customers where listening and others in the queue were also getting upset the fact that the customer is taking far too long, so I made a rapid decision to quickly go and collect the t-shirts, come back assist my colleague and say sorry and listen to customer and deal with the issue but also trying to avoid the situation form escalating and getting the customer to pay so the others in the queue would not add on top of the situation. I explained at the present time of my judgement was to be an affective team worker and communicate  with colleague and assist the customer and making sure the customer is leaving the store happy and not feeling the situation was badly dealt with, because as a business in order for good flow of customers you need to provide good customer services at all times no matter what the situation, as you are representing a company as an employee.  Working well as a team and good communication is very important and shows goodness in a business. Manger replied stating he was very happy with how me and my colleague dealt with the angry customer and still stayed calm and served with a smile and continued working and moving the queue down, he said due to the communication between us both was good and being a good team player helped each other, and in the end the customer was happy with service.
The method that was used in this situation was verbal and written communication to resolve this matter, which are both commonly used in a workplace.
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The aim for this report was to analyse the communication skills used in a workplace by employees and employers. The communication skills I analysed and talked about in detail with information and definition are the basic commonly used types of methods in a workplace which are written, verbal, nonverbal and other forms of communication. I also wrote about own experience of misunderstanding and how it was dealt with and stating the communication used in the situation. 
The resources I used were books and internet and own knowledge to complete my report.
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