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Introduction
Working as a receptionist is the first-place employees, and visitors contact the organization. The reception forms the basis of human interactions and lets people know what is happening in an organization. Communication is sharing information from one person to another (van Ruler, 2018, p. 368). Effective communication occurs when the message is sent and received accurately. Information received influences people's behavior at work (Kuznar & Yager, 2020, p.1). In this report I will elaborate on the role of communication at the reception, communication skills, and communication models.

Importance of communication at the reception
The reception receives visitors and sends them off after finishing their business at the organization. Communication streamlines all the processes in the organization and ensures the management and employees are on the same page (van Ruler, 2018, p. 372). Clear communication minimizes human errors that arise due to misinterpretation of the message and enables employees to meet the needs of the visitors and clients who come to the organization. Employees become confident at work as they engage in productive activities, and the management can account for the processes taking place (Radovic Markovic & Salamzadeh, 2018, p.15). Communication enables the receptionist to relay customers' complain's and needs to the management. When contacting the receptionist, it is easier to effect change when employees know the new policies and guidelines (Sayin & Karaman, 2019, p.188). Communication drives innovation among employees and enhances knowledge sharing. Knowledge sharing reduces the skills gap and improves overall productivity at work.
Barriers to communication
Communication challenges arise from individual disparities in communication skills between the receptionist, clients, and other employees. The differences become a challenge as some people generalize information and make the receiver miss out on important information. In contrast, some give details of what they want to attend (Muhammadkulova & Petrosyan,n.d, p.32). Physical distance affects how messages are transmitted from the client to the reception. The distance leads to distortion of the message as the receptionist strains to listen to the message (Muhammadkulova & Petrosyan,n.d, p.32). The receptionist can be disengaged at work due to fatigue or work-related stress. Disengagement makes communication one-way, and the customer struggles to capture the receptionist's attention instead of focusing on the message. 
                   Consequences of poor communication
Poor reception communication reduces customer satisfaction, affecting the company's image. Productivity reduces as employees make mistakes following communication breakdown, which leads to lower revenue generation by the organization (Sayin & Karaman, 2019, p.192). Relationship building is hampered as feelings of mistrust and resentment become common at work between the employees and the management and between customers and the organization. The administration strains to govern the organization as they spend most of the time dealing with conflicts, correcting errors, and apologizing to customers. Sharing knowledge and innovative ideas becomes difficult and make the organization stagnate (Ma et al.,2021,p.32). The cost of running the organization increases as the organization spends more money on advertisements to lure clients.


Models of communication
The communication model refers to the representation of the dynamic aspect of communication. The models simplify how people perceive communication as it is a complex process to comprehend (Dissanayake, 2018, p.461). Communication models enable people to pass messages and make decisions based on the information they receive. The models allow the speakers to assess the situations before formulating their statements (Dissanayake, 2018, p.461). It will enable people to determine future cases and learn from the past. Communication models are categorized into Shanon and Weaver model, Berlo's S-M-C-R model, and the Osgood-Schram model. 
The Shanon and Weaver model
Shanon and Weaver's model describes communication as linear, where information is transmitted by the sender via a medium for the receiver to decode. The model has six elements: sender, encoder, channel, decoder, receiver, and feedback. The model introduced noise into the communication process and defined it as unintended interference between transmission and message reception (Dissanayake, 2018, p. 462). The noise is misspelling, mishearing, or static signal on the radio. The receiver becomes more interactive and feels part of the communication process.
Case study:  Maria and Pedro
Pedro worked at a construction site and received a phone call from his wife, Maria asking him to come home with chicken. When he got home, he took off his footwear and went to the kitchen to see his wife. He didn't find his wife in the kitchen as he expected. After inquiring about her whereabouts,  he found his wife in the sitting room. Maria asked his husband about the chicken, but he said he heard that he should see her in the kitchen.
 Shanon and Weaver's model best explains the misunderstanding from the noise from either the construction work or poor signal. The model does not describe how one can avoid misunderstandings when they occur. The communication was one way from Maria, the sender, via mobile phone, encodes the message as a voice signal and transmits it to the other mobile phone that receives the voice signal and decodes it into sound. Berlo's S-C-M-R model offers the solution to the problem, as Pedro would have avoided the misunderstanding by calling the wife to clarify the message. On the other hand, Maria would have sent a text message that the husband would not have misinterpreted.
My workplace example
 A case scenario of noise at the reception is when a supplier's email is sent with the message " luck of funds" instead of "lack of funds" to show financial constraints. The letter was not sent with the organization's letterhead, and the secretary flagged it as spam. The solution to the mistakes committed to sending the email is solved using media richness theory. The model emphasizes that a message sent on an organization's letterhead symbolizes formality (Ishii et al., 2019, p.125). The sender should proofread the message for grammatical mistakes before sending it. The email should be sent with the company's letterhead for the receiver to know it is the company's formal communication.
Berlo’s S-M-C-R model
The model is centered on four communication elements: source, message, channel, and receiver. The source is the sender who crafts the message using communication skills, the right attitude, and knowledge (van Ruler, 2018, p. 370). The news considers the social systems in place to avoid offending the receiver. The message contains the script of the conversation and incorporates verbal and non-verbal cues (van Ruler, 2018, p. 370). The sender must know how the source will interact with the message and devise a way to channel it correctly for the receiver to comprehend. The human senses are the channels the message is passed. The receiver is the message's target, and they must have the same elements as the source to decode the message.
Case study:  The professor and the village people
A professor who lived near the village and never saw the need to associate with the villagers, who were largely uneducated and did menial jobs, got into trouble after smoking. His house caught fire, and he screamed for help by saying, "a great conflagration is consuming the edifice''. The villagers ignored him and continued with their business. The next day he went to the villagers and told them that his house was destroyed by fire. The villagers faulted him for not telling them that his home was on fire.
 In the case study of the professor and the village people, the former fails to help the latter as he uses jargon that the villagers do not understand. The professor uses words like edifice to mean house and conflagration to mean fire, remarks the uneducated villagers knew about. The professor's cry for help was meaningless to them as they never imagined that he was addressing them. Berlo's S-M-C-R model explains the situation as the human senses are the channels through which the message is sent. Communication is hampered by internal noise caused by the villager's ignorance.
Workplace example
At work, the technical department sent the finance department an email full of symbols and equations used in the production. The finance department ignored the message and failed to order the required items. According to feminist standpoint theory, all knowledge is local, and people's views are partial, incomplete, and unique  (Halpern, 2019, p.2). All messages should be sent in simple language that the other department can understand and work on. 
Osgood-Schram model
The model describes synchronous communication with little feedback from the receivers. It is distinct from Shanon and Weaver's model as the communication is circular as people involved take turns as encoders and decoders. The transmission is equal and reciprocal as both parties contribute equally to the communication (Kuznar & Yager, 2020, p.5). Information passed across has to be understood by the receiver before giving feedback. The model suggests that communication is endless and has no specific starting point (Kuznar & Yager, 2020, p.5). Interference in this model is eliminated when the communication keeps going circularly, and there is constant feedback.  
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           Figure 1: Simple diagrammatic representation of the model.
A bad example of poor communication in the workplace is when a manager calls a subordinate at 6 am when work begins at 8 am and issues many instructions without checking whether they are still sleeping. The employee agrees to do the tasks instructed as the manager seems impatient, and the manager hangs up before he can clarify the message. Later in the day, the manager scolds the employee for making mistakes at the task given. To solve such issues, strategic communication theory is used. The approach emphasizes that the parties involved should turn to dialogue and listen to each other's differences to enhance the quality of communication (van Ruler, 2018, p. 379). The manager should have allowed the employee to speak before crafting the message.
Communication skills used at the reception
Communication skills refer to ways people use to communicate effectively. They include verbal, non-verbal, and listening skills.
Verbal
Verbal communication is using words to send a message from one person to another. Verbal communication can either be spoken or written on paper. The communication can be formal in cases of employee and their manager or informal between employees when they are taking lunch. Goffman's theory postulates that an individual seeks to meet the shared expectations of the person they are communicating with (Serpa & Ferreira, 2018, p.75). The verbal information given aims to give a positive impression about the sender. For instance, a manager offended by a subordinate will tell them, "my secretary will show you out," rather than "leave my office immediately," as the former will guard the manager's reputation.
Non-verbal
Non-verbal communication means using body language, tone, and gestures to send messages. According to Mehrabian theory, non-verbal cues tell about a person's emotional state when talking or listening (Tewari et al., 2022,p.157). A person's appearance creates the first impression in the minds of people they meet before they start talking. For example, when a person avoids eye contact when talking shows that they are shy or do not want to tell the truth. Pointing at the object one is speaking about helps the receiver to focus on it.


Listening skills
Listening makes a receptionist an effective communicator like the other party. Listening is the process of constructing meaning to incoming information (Vitalaki & Katsarou, 2021, p.79). Active listening involves paying close attention to the information passed across. According to active listening theory, listening involves paraphrasing and asking relevant questions (Vitalaki & Katsarou, 2021, p.79). Empathetic listening is paying close attention to the speaker without judging them. Empathy involves getting concerned about the other person's feelings (Vitalaki & Katsarou, 2021, p.78). The receiver asks questions to clarify the information and rephrases the sentences. For example, a person may say, " Pardon" to ask the speaker to repeat the message or " You mean she did that?" to show that one is listening.
Communication Technology
Modern technology has enhanced the way receptionists communicate with customers in the organization. Communication technology is the equipment and programs used to facilitate information exchange between two parties. 
Advantages of technology in communication
The use of technology makes communication cheaper compared to traditional sources of sending information, such as mail. The cost of communication is becoming more affordable as more people embrace technology and abandon conventional forms which have been rendered ineffective (Salixova, 2021, p. 120). Communication technology is instantaneous as the receiver can get the information anytime, even in remote locations. The transmission speed is high, and the recipient receives the message in a few seconds (Ishii et al., 2019, p.129). Documentation of the information is easy for future reference and retrieval. It requires a few minutes to get files from the electronic database (Salixova, 2021, p. 120). Documenting communication is cost-efficient as it requires little space in digital media. It has turned the world into a global village where people from all walks of life, anywhere in the world, can interact and trade (Schroeder, 2018, p. 83). Communication technology, such as web designers and programmers, has created new jobs. The cultural gap and language barriers have been eliminated using language translator software.
Disadvantages of technology in communication
Despite the numerous advantages of communication technology, it still has several challenges that it has created. Privacy issues engulf digital platforms as malicious people can tap into the communication platforms and cause harm (Padyab & Stahlbrost, 2018, p. 529). Hackers have stolen crucial information, such as financial statements, and used it to blackmail people. Technology has led to unemployment through the downsizing of the workforce in an organization (Bhbosale et al., 2020, p.229). One person can now handle a communication job done by several people. Jobs keep changing with emerging technologies; hence it becomes difficult to guarantee people job security. Communication technology has brought moral panic as people consume wrong information and avoid face-to-face conversations (Schroeder, 2018,p.94). Dominant cultures have overruled minority cultures as the world becomes a global village. Young people are getting more influenced by western culture and forgetting their native culture.
In conclusion, communication at the reception is fundamental in forming and sustaining human relations. Communication in the workplace is crucial in building good relations among employees and enables them to work as a team. Effective communication makes it easy for an organization to manage a crisis. In the S-M-C-R model, the source must also know the receiver's culture to customize their message effectively. The organization's cost increases with poor communication as employees work hard and achieve very little. Communication technology lowers the cost of communication. However, it exposes people to hackers and other malicious people who tamper with their information.
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