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Produce a portfolio of evidence, including any in-class activities you have done, which demonstrates an understanding of the communication skills discussed in class. Briefly analyse communication in your own or your friend’s workplace and, using your findings from published literature (i.e. refer to theory), suggest how it could be improved. Your work can be in the form of an essay or a report.
Including scans of any in-class activities, own research notes and the feedback you received from the lecturer (in the form of an appendix at the end of your document) will contribute to the mark.

Introduction:

             The purpose of this essay is to analyse communication skills in a workplace. Communication is an exchange of information between two people, or a group of people. I have learnt about different types of communication, and in this essay I will write about  encoding and decoding messages verbal communication, non-verbal communication and posturing  Also I will  write about why  communication is important in my workplace as a Barista, how I interact with  my colleagues and with the customers, and what needs to be improved.

Encoding and Decoding messages:
          In this action needs to be at least one sender and one receiver, and the message which is transmitted in the chosen way.
Encoding is the process which starts in the sender mind with an idea, after he encodes it in the form of words, symbols, picture or gesture. When the receiver receives the message, he has to decode and understand the message.
The way that the receiver will decode the message depends of various of reasons. Effectively communication take place when the receiver accurately understands the message. However, not always this happens, from many reasons the process of understanding is blocked and the message misunderstood (Griffiths et al. 2017)

         In 1949 Shannon and Weaver developed a model of communication, where they explain how message can be disturbed and misunderstood in the process between sending an receiving the message. The Shannon Weaver theory explain the presence of ‘noise’ which means that the information can be interrupted. There are two type of noise: internal and external. 
For example, in a face-to-face discussion; The sender will say something to start communication process. The ‘encoding’ process in this case will be the way that idea turns into words. The sound is transmitted through waves made by voice. The noise in this case can be internal, the sender to have some speaking problems or external, like wind, traffic or music. The decoder will turn the words they hear in their mind. The receiver is the person who receive the message. (Lyon, 2018)


       I work in a coffee shop, as a Barista, is a busy branch, and as like me, all my colleagues are from different countries and different culture. Sometimes is very difficult to communicate because we all are speaking different languages and because of that, sometimes the message gets wrong.
Sometimes I work at the counter and other times at the coffee machine. Is a teamwork, because when I am working at the counter, after I take the order from the customer I have to pass it to my college from the coffee machine, to prepare it, sometimes because of the noise, (music, crowed, sound from the coffee machine) he can not understand proper my message.
An effective communication in this situation is to ask for the feedback. In this way I will make sure that my college understood my order.
 

          I have learnt that, according to Schramm’s Model of Communication developed in 1954 which is a circular model, feedback is very important in a conversation. At my workplace feedback is essential, because in this way I will make sure that I made my self-clear.
Also, Schramm model applies in the conversation between me and the customer.
The customers are very different, and they might have different inquiries, for example some of them are vegan, or they have gluten intolerance, or lactose intolerance so is 
 essential to read back the order and to wait for the confirmation that I took the correct order.


           I have learnt about Berol’s Model of Communication which explain that the way the sender sends the message and the way that the receiver interprets the message are influenced by many factors; 
· Emotions, this can affect the way the individual create the message, also it may affect the way that receiver will proceed the meaning of the message
· Knowledge will have an impact in the way that the person will send the message, also the knowledge of the receiver will influence the way that the message is interpreted.
· The social system or the culture, will influence the way that a person delivers a message to a receiver, on the other hand, the background of the receiver will also have impact in the meaning of the message (Ganza, 2017)







Verbal Communication


          Verbal communication is trough words and verbal fillers. Effective communication means an accurate transmit and good language skills, otherwise the meaning of the words can be understood wrong.
Verbal communication is related with communication rules. There are two kinds of rules.
         Regulative rules describe when, how, where and with whom to talk about certain things, for instance appropriates. In a workplace appropriates means that you have to know when is suitable for you to communicate.
Constitutive rules mean that is important to pay attention at the person with whom we interact
Verbal communication is vital in a workplace, because it helps create a relationship, bringing clarity, increase productivity. Munde et al (2017)

         An effective conversation involves a good listener but is not always easy to just listen.
According with Headlee (2016) we are not listening because we like to talk, and sometimes we interfere in the conversation before our interlocutor to finish, or we get distracted, the average people talks is about 225 per minute, but we can listen up to 500 words per minute, so our mind filing in the other 275 words.

              I have learnt that verbal communication in workplace is essential. Especially in my workplace where customer service is a must because in a daily basis I am dealing with different types of people. Everyone is different and some costumers may have very specific drinks request, so a good understanding is required. I have to take their order and be able to answer their questions. 
Of course, always will be room for improvement, because I am not a native English speaker sometimes, I can transmit the information wrong that way I try to improve my speaking 

        In general, I speak formal with my costumers, but I have a few costumers with whom I am using informal communication, they are coming every morning in the coffee shop, is like a routine for them, while grabs their coffee, to have a small chat.
I speak informal with my colleagues, in order to have a friendly environment. I think that following regulative rules will help me to improve my verbal communication skill




Nonverbal communication

        Nonverbal communication can be in different forms, such as smiling, eye contact or small movements, especially of the hands, it helps listeners to understand the meaning behind the words. Albert Mehrabian developed a communication model theory, called 7-38-55
· 7% of message related to feelings and attitudes is in the words that are spoken.
· 38% of message related to feelings and attitudes is in the way that the words are said
· 55% of message related to feelings and attitudes is in facial expression.

             Nonverbal communication can also be defined as a lack of an explicit encoding rules, in opposition with verbal communication, which is definable by a dictionary, and by rules (Mehrabian 1967).

       Non-verbal communication can be in a contradiction with verbal communication or can substitute them. We respond to others through nonverbal messages (e.g. when some smile to us, we smile back to, or someone wave hand, we respond in the same way. (Jenkinson 2018)
Nonverbal clues such as facial expression, eye contact, body movements are the first that people will interpret even if your words says different. Over 70% of all communication is non-verbal. (Phutela, 2015)

       There are four categories of non-verbal communication; aesthetic, physical, signs and symbols. Aesthetic is the one that involves creative expression, such art, music. Physical refers to body movements used in social interactions. Signs involve any signals among we communicate a message. Symbols are the objects that we are using to promote a certain social status. (Guzman 2016)


          I have learnt that nonverbal communication can impact the whole interaction. Working as a Barista I can tell by people body language that they are friendly. Usually people come to coffee shops to socialize, to meet others and to relax.
However, as I have learnt from Berol’s Model of Communication, people can perceive entirely differently depending on their mood. So, when I say “Can I help you” some of them can see sarcasm or detachment. A not so friendly interaction with the customer can damage to the image of the shop. Evan if they like the coffee, if I have attitude, or my expression shows that I am not paying attention at what I am doing the interaction can be seen as a negative.

        As a Barista my interaction with the costumers needs to be positive, by smiling to them and making eye contact, they will feel that I am paying attention to their order, but sometimes, in order to deliver a positive attitude I need to receive the same vibe, and  there are most certainly also the customers with bad communication skills.

        Another non-verbal communication is the presentation and appearance. I am taking care always that my uniform to be clean and ironed, my hair is tight, or my face and hands are clean. A good appearance shows that I am professional.

      I tend to increase the tone of my voice when I am speaking, or when I am under pressure, I become very nervous, which tends to affect the people I work with. I need to learn to control my emotions in order to achieve a better non-verbal communication skill.



        






Posturing

       
          t can be used in both verbal and nonverbal, to achive credulity and your communication to be more efectivly posturing is very important. The way we stand in front of the people we interact can influence the perception, opinion or approval.

“We do not communicate identity-relevant information solely for the benefits of others………..When we bring others to see us in a favourable light, we tend to boost our own self-image as we bask in their approval” According to Polzer (2003)

Individuality markers can be identified as:

· Physical appearance: the way people are dressed, or fit level
· Personal office or room decoration: Showing you succeeds by exposing diplomas, medals, photographs, or other indicators.
· Body posture: The position of the body, the way their arms are crossed, the direction they are looking, strength or eye contact.
· Demeanor: Is the visible behaviour, like the way you speak, or act.
· Explicit statements: Stories about the accomplishments

         People are using these markers in the pursues to achieve self-enhancement. The self enhancement is the need to show yourself in a good light and to gain respect and admiration.


Conclusion:

                In my opinion the importance of communication in an immeasurable in a workplace. Can make the difference between success and failure, also based on the way that you communicate, people may like you or not. In my workplace communication helped me to improve my general knowledge regarding how to interact with people. With poor communication skills you will end up with low confidence, because you will not be able to express proper your inquirers.
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