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Produce a portfolio of evidence, including any in-class evidence you done, with demonstrates an understanding of the communication skills in class. Briefly analyse communication in your own or your friend’s workplace and, using your findings form published literature (i.e. refer to theory), suggest how it could be improved. You work can be in the form of an essay or a report. 
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The purpose of this report is to analyse different types of communication as verbal and non-verbal communication, encoding and decoding messages, but also the importance of effective listening .The efficiency and the effectivity of communication is a strong foundation for a successful team-working or for a good relation friendship. Active listening is a key to full understanding and respect between members of a team and friends, this type of communication I mam using it myself too at my workplace in the hotel, but also on my everyday life.
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 Communication is the way of transferring information’s, messages, thoughts, ideas and fillings from one place, person or a group to another. Social communication is taking place daily with spoken words, non-verbal gesture, sings and symbols (MOOC ICS 2013) There are different ways of communication and can be done through internet, television, radio, or mobile phones. (SkillsYouNeed,2019) All these thinks are helping us to develop our communication and to improve the relationship with different people from diverse background.  

In my workplace, the communication is a particularly important tool, as help me be able to interact with my manager, colleges, and with the customers. For example, in the meetings at work I have to communicate with my manager to give me instruction and feedback, moreover, I have to be focus when she speaks to understand the information about my duty. Nevertheless, communication help ,e co interact with my work colleges during the day about our job, with the customers, which I have to interact and provide information if needed, where I must be polite, smiley to be able to give them the correct information. In my personal life, day by day with my family and friends I must be more careful to show and give them respect, love, understanding and patience through communication. In my hotel the good communication between, colleagues, managers, and customers are an essential tool in achieving productivity, and keep strong the team and relationship on each department.
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Verbal communication is an oral, a spoken language, a face to face communication, is a process where are used words to deliver a verbal message. Verbal messages are created through language, involves accurate interpretation of others verbal expression as the meaning of it. (Quintanilla,2017) Verbal communication is very important tool, because the way is chosen the words can send a different message, and can influence others how to interpret your messages. Intended meanings may not be fully conveyed by a message and that many can lead to a listener’s failure to understand what a speaker means (Robinson,1982). The effectiveness of the verbal communication depends on the tone of the speaker clarity of speech, volume, speed, body language and the quality of words (Julian, 2013).
Verbal communication requires both a speaker or writer to transmit the message and a listener or reader to make sense of the message. Sometime our message can be misunderstood by the other receiver, because of noise or bad connection. According to Weaver, 949) Model of Communication, we can avoid bad communication trough different ways, as sending the message from a   place without noise, or to check our bad connection. 

In my hotel a good verbal communication means to be a good listener, and to pay attention. For example, in the meeting time with all my colleagues is not easy to understand everything what the manager says, because sometimes the room is very noisy as everyone speaks on the top of each other and I need to tell them to be quiet to hear what is being said. It is very important to get the right information about our customers if there is coming any change in our daily duty. Or for example one of my colleagues she did not understand properly the message because she did not understand very well English, and I have to share with her everything what is being said in the meeting. 
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Nonverbal communications are represented by the body language and has bigger power than words. People speak using their vocal cords, but they converse using their entire bodies (Clok,2000). A greater amount of human behaviour is emphasized through non-verbal signals over 70% of all communication are non-verbal (Dumbrava,2009). When verbal communication conflict with non-verbal clues, people will utilize to interpret the true meanings, the body language (Phutela,2015).  The body language can communicate with others easier than the words, can repeat  the message send through verbally, or can contradict the message, can to be a  substitution, or can send the real meaning of the message, moreover, the action can speak louder than words (Dumbrava, 2009). This can include placing emphasis on certain words by slowing down your speech or changing ton.     
                              
Non-verbal communication is used to transmit our feelings, attitude, and overall message (Portes,19690). The true meaning that create your body language include, the creative expressions, body movements the signs and the symbols. For examples at my work, when I have a meeting face to face with my manager, I need to dress up conform  the hotel standards and without jewellery,  because from my body language or movements,  gesture and posture I have to show certainly and confidence. Other way of non-verbal communication are the signs and at work I must respect the them. They are showing where all the staff can smoke, the exit in case of fire, or how to get to different areas within the hotel. In my break time with my colleagues sometimes, we have fun, we dance and sing expressing a king of communication. When I meet the customers on the corridors, I must change my attitude, I have to smile, to speak calm and clear, I have to show them a professional attitude which is a part of non-verbal communication too.
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Encoding and decoding message is one of the communication processes between two or more person to transmit the messages and can be oral, written, non-verbal or electronic. (Griffiths, 2015) Moreover, for this process is required at least one sender to encoding the message and one receiver to decoding the message received from the sender. The encodes (sender) has to prepare the  message symbols, picture, words, select a channel (phone, laptop, paper),to send the message to the receiver (decoding), which must  decode the message received to understand the mining of  the message (Berlo,1960)

If the meaning of the message was understood by the receiver, means that the transmission was successful, however this is not always happening perfectly. Therefore, after the message is decoded, the receiver has the mission to send back to sender a feedback to inform the receiver that the message was received. (Schram’s 1954) If the message was not fully understood means that there was a problem as noise or bad signal on the sender or receiver part and they must mention the problems they had to solve them and try again. (Weaver 1949)

At work the transmission of message between the staff  we do it through pager, phones, face to face, or a piece of paper, but many times, during the meeting, it is allot of noise  and I do not understand the massage what was send from my supervisor and I need to ask her about all the information   one more  time, until I am sure I had  understood the right information, but at the end of the meeting she ask us if we understood all the information, if  we have the correct information if not we are free to ask how many question we need, to get the right information. In my hotel happened many times that the message and the information can be misunderstood because depends on our backgrounds we do not speak the same language as English is not the first language for most of us.
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Listening is the ability to directly receive and interpret messages sent in the communication process. Without the ability to listen effectively the messages are easily misunderstood. Active listening is used to describe this process of being fully involved. According to Crockett (2011), the an average person remembers between 25% to 50% of what is heard which means when you talk with the other persons, they will remember half of the conversation because they are not focused totally on listening . The most basic and powerful way to connect to another is to be listen, just listen, is perhaps the most important think we ever give to each other (Treasure, 2011). Bostrom, (1989) repot shows that an individual listening ability has implication for the effectiveness of teamwork and productivity, of the organization, but also for the individual’s own success. Sypher et. al (1989) states that the better listeners hold higher position and are promoted easier within a company.


According to Stengel, (2003), the basic activity at the workplace is to listen to the customer and to the superiors.  Therefore, in my workplace  the customers are the most important element, and everyone have to listen to them very carefully when they talk, because we need to understand everything what they say, because showing  them we are listen actively they will feel comfortable to have a conversation  with us and in this way the hotel will have a good review and the customer will come back and will keep the business running. Nevertheless, I have to pay attention to my manager and supervisor, when they inform me about my daily duty, as they give me a list with plenty thinks to do and I have to do in  order how they want to be done. In my family when I have a conversation with my son or with me daughter, I show them that I am listening sincerely, and I am not interrupting them when they speaks, and I do not judge them also because like that they are more confident and they trust  me more and share with everything more easily.
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In this report I had describe few types of communication skills such as verbal and nonverbal skills, encoding and decoding message and listening skills. These are the skills which if are well mastered, can help me to discover my hidden skills and to develop new ones. Communication   skills, verbal, nonverbal and listening skill which I use at work and in my personal life and help me in every aspect to become a better person but also to be better at my work and to get promoted. Encoding and decoding the names was very new thing for me, but I was using them at work and at home, and this report helped me to know allot of new things about them.  
Nevertheless, all these skills I discovered and learned about in this term, helped me to discover new thinks about myself which I was not aware about, and will be useful to me in the future because if I will get maximum from each still will help me to achieve high performance in my personal and professional life.
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