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Introduction 
This report is to analyse on communications within the workplace. As a hair stylist in a salon based in north London on a popular road called St Ann’s road, communication is our major key factor we use to get across to our client. 
In the salon it is mainly about encoding and decoding massages to each other. Verbal communication is essential as it is the way we get to understand the needs of our clients. However, nonverbal communication is required at some point as well. 
Being a hair stylist, your appearance speaks a lot about you, your posture is very important as it can give the impress on how confident you are as a stylist. Good Communication skills is the answer to a successful salon business. 
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Communication within the workplace
Verbal and nonverbal communication are some of the ways we communicate in the salon to both staff and client, it being in person or over the phone. According to Morgan (2017), no matter what we need to use oral communication and gestures in conjunction to reach different goals. Encoding and decoding process are mainly used in the salon. Stylist in the salon tries not to talk in a non-jargon language to ensure the client understands them and can respond back to them easily.
However, some stylists find it difficult to express their thought verbally, in this case they tend use non-verbal communication like strong pictures from hair magazines, even work iPads, colour charts and pictures of other clients that has been taken from us. Clients do respond effectively in this way as well.
In the salon, communication can sometimes go wrong when it is not understood properly. First, we book an appointment on the saloon computer, whereas it used to be written in an appointment book. On a busy day when booking appointment and where care is not taken, wrong dates can be input which can cause a disaster, sometimes stylists can even forget to save an appointment on the computer. 
We have had a lot of clients coming in on wrong days due to misinformation that has been given. It does remind me of the Harvard sack where wrong information was transferred to the enemy’s hand just with this it is not an enemy but a client who has wrong information. And it wasn’t intentional, but the salon sometimes uses is a text message via the work’s mobile phone to remind clients of their appointment, which is another problem because clients don’t usually turn up because they didn’t receive their sent message.       
 The head stylist is always blaming others for mistakes, meanwhile proper induction has not been giving to explain how the system works in the salon, her facial expression alone will let you know and even the client will also notice there is a problem which affects everyone in the salon both stylist and client. Once she goes in that mood her tone of voice changes to be come very impolite which will affect her body language and can make the client feel very uncomfortable. 
However, when there is time during the day, we try to call clients on their numbers we have of them to remind the client for the next day appointment but when we do not get them on the phone the usual text will be sent to them letting the client know about their appointment.
A client came in to do her hair but did not want the available stylist to it, all because she did not look presentable, her unclean uniform, heavy makeup and poor body gesture. Verbal and nonverbal communication are used to communicate with our clients to know exactly what they want done, so we get to understand their needs whether by talking on the phone or being in person. One of the stylists misunderstood the client and ended up using the wrong hair colour for her because she was not paying attention to what the client was saying her.    
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 Unfortunately, we don’t have a main staff room, just a small open kitchen where the clients can also see and hear you, due to this there is not much privacy especially when you need to discuss a private matter concerning staff or a client. One of the stylist notice hair lice in the client hair and told her in a loud voice in the middle of the salon, the stylist stepped back  mumbling and went and wash her and looking so disgusted ,she called the client to                                                                                                                                                                                                                                                                                                                                                                   discuss the matter with her at the staff room, sadly everyone in the saloon which was packed heard everything she was telling the client, I could see how embarrassed the poor client was, with everyone just staring at her. The client just got up and said bad customer service, then left the salon. 
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How to improve the communication within work place
According to Maund, Schriek and Tinker (2017, p47), “Communication is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people. The process requires at least one sender, one receiver, and message that is transmitted within a communication medium”. In the salon it is all about encoding which is sending a message to other person, face to face or through phone conversation.
 Decoding is where the other person receives the message that was sent and replies. In this process both client and stylist can understand each other very well.  Stylist must always speak in plain words for the client to be able to understand to avoid misunderstanding between both stylist and client. According to Arpels (2013), you should not use jargon words and make sure everything you say are very clear to the client.
According to Morgan (2017), no matter what we need to use oral communication and gestures in conjunction to help us reach different goals. Nonverbal and verbal communication should be taken seriously in the salon as it is the main way of bonding with our client in the salon. According to Whitney (2017), if you want your salon to work well, communication between the stylist and client must be very effective, from receptionist and every stylist and to each stylist client. 
There should not be any mistake especially when booking appointment. When wrong dates are given to client it shows incompetent of the salon not the person that booked it but the salon. Client coming in on wrong date should not occur this is a waste of time and money for both stylist and client, client could have used their time and transport money for something else and the salon could have had other clients in instead of sitting around doing nothing, all this is money lost. I think if the computer system of booking appointment is not working, we should go back booking appointment in the book and emphasize on how important it is to write it down.
I think Proper induction should be given by the chosen person in the salon to every new stylist that starts working and also an update training should also be given to old stylist once every three month, to show how things should be done, otherwise there will always be  problems, this way you the stylist will know the right way of doing things in the salon like making sure appointment are booked properly and right dates are told to the client.
 I believe the text message system should not be used as it causes a lot of problem now, personally I hardly read my messages and I am sure a lot of people don’t either. I think we should dedicate one person each week to ring clients to confirm their appointments everyday to avoid complications, this way the head stylist can get her team running smoothly and it will stop her from being in a negative mood.
In our salon your posture is very important, smiling as u speak, nodding your head and soft hand movement, it shows your client your confidence which makes them feel more relax, 
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comfortable and have trust in you as a stylist. As stylist in the salon we need to be in clean uniform, hair done neatly, not too much make up an. all this show’s our professionalism. The way you stand and express yourself as a stylist and plan what to do for the client can say a lot about you. Defensive body language like arms crossed and poor eye contact can make the client very uncomfortable and positive body posture like direct eye contact, good gestures and being on the same level makes the client have confident in you.
According to Maund, Schriek. & Tinkler, K, P (2017), listening clearly and assertive, through communication will give you clear information. In the salon it is necessary to be very clear with information you give and get from client to avoid mistakes. It is very important to be a good listener because that is how you get things clear and achieve what needs doing for them and makes your client trust in you the stylist, but some stylist seem to forget it’s all client’s need. 
When they don’t listen attentively, they can do the wrong thing for the client. If the stylist had paid more attention to client by listening and focusing on her, the stylist would have used the right colour instead of using the wrong one because she did not listen attentively. The stylist ended up using the wrong colour for the client which has caused a lot of problem because some colours are very different to come out of the hair, it can take up to some weeks or even months depending on the colour used. According to Morgan (2017), The act of listening is to pay attention, force and make sense of the message being delivered through different mediums of communication.
Proper induction should have been given as I mentioned earlier, so that mistakes and embarrassing situation can be avoided. Even though our staff room is a small place, where all clients can see and hear what staff talk about, I believe if the right induction was received, stylist would know how to deal with issues better, when we are taught on how to deal with personal matter’s regarding client and how not to offend them it will become uncomplicated when we speak to them face to face in a soft quite voice. Every stylist in the salon should be thought on how to talk to client on sensitivity things and know how to use their body posture as well.
 According to salon direct magazine (2016), anytime you communicate with client always be careful with the things you say to them especially your tonation and your bod gestures. All this attribute to the meaning of great or poor customer service. If the stylist has had all the necessary training, she would have known how to approach client to deal with the situation in a better way. Having good induction in the salon will help us deal with matters very well even though there might be other clients in the salon, it shall be done in a way the client will not feel uncomfortable and insecure being in the saloon.
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Conclusion
Verbal and nonverbal communication skills are needed to make a salon run better, without these skills it will be impossible to have a successful salon business. As both plays major parts rolls in the salon. It is very important for all stylist to have a proper induction, so they know what is expected in the salon.
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