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Students will produce a report on communication within the workplace, applying relevant theory to workplace examples.  

Introduction :
Communication has a direct and indirect effect on a company which made working efficiency to a possibility. Language and communication has a huge role on the society and on business. The external and internal relationship of the business affects it’s profit (Carnnavale et al, 1990). 
Communication has been defined differently by several authors. For instance  Alan Baker (2013) defined that effective communication lift up the barrier between class, culture, gender, departments and corporate markets.  He also argued that communication could be handled badly and cause frustration in the interrelationship and negative comments,  gossip can be creating boundaries  among staffs in workplace. It has been considered that success rely on the good communication between staff and customers, suppliers, partners, managements.  
As the  demands increasing  the necessity of using technology  such as phone, email, voicemail, video conference, social media etc has been adapting as a part of the communication. Therefore verbal, nonverbal, writing communications need to be handled carefully. This report will be reflecting on my communication experiences and the lessons I have learnt about communication  in a diverse place that I worked and how I dealt with it  and also how I will be applying Shannon and weaver  model in future which was created in 1948. 

Experiences:
I have been lucky enough to work in a care home  as a team leader where people from different values, cultures, races, ethnicities,  backgrounds gathered as a staff and as a customer. People from Africa, Europe, Asia, England had different kind of demands due to their own understanding and own way of communication strategy. There were always some issues because of misunderstanding. As a team leader I had to deal with it quite often. Here I will bring some examples. 
Incident :
 Few months ago I got a complaint from one of our service user (Mr A) that one of our team member ( Mrs C) was very rude to him last night.  Mr A transferred from the hospital last night . So it was his first night in the care home. Mr A complained that  he wanted a favour from Mrs C but she refused it rudely and she was very loud to him and also when she spoke she went on to his face and were throwing her arms everywhere which made Mr A very scared and he wanted to move out. His family members were concerned as well.
After I got this written complaint I sat down and planned my actions. I know Mrs C for a while now and to me she is a good staff.  She speaks loudly, she laughs loudly, when she tries to explain something she spreads her arms a lot. She walks fast. I felt that Mr A is an elderly English man who probably were not used to such way of body language which is a part of communication. I went to Mr A and listened to him carefully and I felt that somehow he felt disrespected by the body language of Mrs C. I hold Mr A’s hand and requested him not to leave so quickly and I also assured him that I  would sort it out. I hold his hand because touch could make people feel safe. He said to me that he started to feel better as I listened to him, I didn’t ignore him, I was talking to him in a soft kind tone. He said overall he felt secured. I thanked him. I know elderly people who live in a care home could feel unsecured as they left their home and relations.
As I planned I called Mrs A  on her next available shift and offered her a cup of tea and praised her hard work.  I explained to her that I would like to talk to her regarding her communication issue with one of the service user. She looked shocked. When she settled a bit I gave her the letter to read.   
She reacted very negative way and within a second her voice raised up to the ceiling and she started to throw her arms and started to jump like a spring ball. She tried to explain to me what happen but the more she was getting serious the more her body was going out of her control. I understood that this is her personality which could be due to her culture. I remained calm. I assured her that I believe that she is a good staff. In this stage she burst into tears and started to blame  Mr A for racial accusation that because she is a black person from Africa that’s why Mr A didn’t like her. She was also in a fear to lose her job. 
 I noticed that the issue were turning into a completely opposite direction. Me then requested her to calm down. I then asked her to think about her own dad living in a different city in a care home on his own and how she could connect it with Mr A  feeling unsecured.  She said that African people would never send their parent to a care home. I then told her that I do appreciate it very much in Africa but she needed to consider  about other culture as well. I reminded her to think about this reality at the moment.  Mr A is an old person and probably never had a chance to meet an African person closely before.  
Mrs C started to calm down but she was scared to lose her job. Gradually she agreed that she would go to Mr A with me and would explain to him that  she was in a hurry to attended other service user and that was the reason she could not do the favour that Mr A asked for that particular time.  Her intention was not to be rude to him. wasn’t rude to him. However, when she tried to explain that when she tries to describe something she throws her arms unknowingly. That’s how she is. She wasn’t trying to threaten Mr A. We went to Mr A. Mrs  C  talked to him politely and I helped them to exchange the conversation regarding culture.  
 Even though I felt this matter were resolved, it did not. Mrs c told some of her African colleagues and they took it personally. So they came to me and told me that they felt that their culture has been insulted.  We are trying to prove that they are loud and rude to people due to their culture. Mrs C did not behave any difference than any other African. Then they mentioned about some other staff that they felt these staffs were rude as they never say please when they ask for something. 
This issue were spreading like a spark and soon different staff from  different background started to include their own opinion. Staffs were writing on some social media like Face Book, some of them were texting to each other and some of them wrote an email to the authority. It was spreading more than I expected. So we had a meeting in the management level and came up to a decision to arrange some training regarding equality and diversity.  I believed that equality and diversity training would improve staff’s understanding of communication  as Harteis (2012) mentioned that knowledge based environment improves the success of workplace.
Training helped everybody to understand each other’s culture and beheavioural pattern. They understood that nonverbal  communication could be  as effective as verbal communication. When people talk they also communicate with their bodies, postures, arms, eyes, face  as much as they do with their vocal( Jones and LeBaron, 2002).  

Influences and implications of communications:
From this experience  I can relate myself with some of the influences and implications of communications such as credibility, similarity.  My target group was Mr A who was the customer and Mrs C who were a staff. I believe I was able to make Mr A to believe that what he was saying I trusted him hundred percent. For Mrs C I tried my best to make her understand that I am supporting her as well but maybe she felt different in her mind. 
There were encoding errors and decoding by incorrect assumptions of culture such as body language, facial expression between Mr A and Mrs C which elaborated  among other staffs later on due to lack of communications. Verbal and nonverbal both types of communication played same role here. Workplace became chaotic  because nobody enjoyed the beauty of the diversity rather diverse background, different culture made people confused.  Nobody tried to understand each other carefully instead they took everything critically. Each party were criticising to other one.  There were lack of consideration as much as the lack of cultural understanding among all parties. Also nobody thought carefully that how  the impact would be of the message to the other party. 
I tried my level best to make everybody calm but sometime I also felt some communication gaps because I have my own cultural, religious, ethnic background. So I thought a training would be helpful for everybody to understand each other. Now I am taking more training by learning about communication skills from a college. In future I will apply Shannon and Weaver Model to resolve this kind of issues. 



Shannon and Weaver Model
Shannon and Weaver model is like a mathematical theory of communication which was created in 1948. This model make us understand the whole circle of the communication between the sender and the receiver.

According to  Fiske J (1982)  ‘this theory is widely accepted as one of the main seeds out of which communication studies has grown.’
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Fig: Shannon and Weaver Model

Shannon and Weaver explains that It is very important for the sender and receiver to pay enough attention to understand the accuracy of the message. The sender or whoever is passing the message must be confirmed that the receiver understood the message precisely.  It is receiver’s responsibility to understand the message fully before any action or behaviour. 
 I realised that when I dealt with this matter I applied some of the Shannon and Weaver model unknowingly. For an example I tried my best to listen from both parties sincerely with patience to get the accurate message. Both parties were angry and frustrated when they were delivering their messages to me. I took my time and listened carefully before I took any action. I considered the cultural differences between Mr A and Mrs C.
I felt  that staffs took everything personally  and made the chaos at the workplace without any reason or maybe they just wanted to cause some trouble. But now I understand that they did not have a good listening skills which did not make them supportive to each other. 
Next time I will train myself and the staff to improve our listening skills by paying attention, eye contact, mirror the person. I will organise training for verbal and nonverbal communication annually and I will remind all the staff that how important is our  eyes and facial expression, our posture and gesture and proximity.  I will also be put more restriction on using social media or phone at work place. For an example nobody should discuss any internal  organisational issue on social media at all. Staff need to use polite language when they will write to  the authority.
The open door policy would be there. If somebody individually  or a group of member feels they are not understood properly by the authority they can make an appointment and can discuss their  issue.

Conclusion:    
[bookmark: _GoBack]Communication skills are recognised by the organisations more than ever now. It is very important to keep harmony in the workplace by maintaining a good communication skill in the work place and it helps organisation to flourish more. Position of our arms (closed arms, open arms), hands ( hands wiggle, open palms), legs( leg shaking, crossed legs, open legs) are as important as our verbal tone. Every single moment we are communicating to others intentionally and in absent mind. By applying communication tools properly we can avoid a lot of unexpected situations at workplace. I will try to keep a positive communication skills at workplace.
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