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[bookmark: _Toc522792075]Introduction
I currently work in a hostel that accommodates fifty-four males. I will be reporting the way my manager and staff communicate with each other as well as the customers in the workplace, analyse what methods can be used to improve communication in the workplace and what methods are used for good communication.
[bookmark: _Toc522792076]Communication 
Communication in my workplace is essential, as a support provider we deal with many agencies such as the police, commissioners, hospitals and social workers. The ability to communicate with the individuals that we support is vital, as well as communicating within the team as we have a duty of care for our customers and we deal with important and confidential information. Some ways that communication is carried out in my workplace is through emails, team meetings, key work sessions, supervisions, greetings when residents are entering and exiting the hostel. Communication can be defined as the exchange of information between two or more people 9Griffiths, B.A. and Dunham, E.B 2015 pg. 47 ). There are many contributing factors to communication such as posture, assertiveness, space, environment, touch and many more. All of these enable the receiver to gain the intended message. 




 











[bookmark: _Toc522792077]Verbal, non-verbal and para-linguistic cues communication within my workplace 

[bookmark: _Hlk522169538]Verbal communication can be defined as the use of words to send a message, examples of this within my workplace would be sending an email, sending out letters to customers, speaking with a customer face to face in a keywork session or speaking with an external agency on the telephone. Being a professional, effective use of language skills acquired is a must, also improving abilities to decipher messages from other people. (Robinson and Robinson 1982 pg.67). (Quintanilla, K.M and Wahl, S.T. 2017 pg.67) decided that to verbally communicate a message effectively it is important to understand that the meaning behind the message may not be understood by every listener. 
Non-verbal communication can be defined as communication with no words (Quintanilla, K.M and Wahl, S.T. 2017 pg. 67). Good non-verbal communication can be very essential within my workplace, especially when being a female. As referred to previously my workplace houses 54 males from various backgrounds, having a keyworker relationship with these individuals can be difficult as body language can be interpreted as an unimplied meaning. An example of this is when female staff have a relaxed body posture, regularly smiling and lean towards customers the implication may be that they have romantic feelings towards them. This is a regular occurrence within my workplace and my company have provided in depth training on how to behave when engaging with customers. 
Para-linguistic cues can be defined as the verbal behaviour that contributes meaning to the words of a message (Morgan, P. 2017 pg. 250) Para-linguistic cues can be broken down into four areas. 
1. Volume of speech – whilst some people do not speak loudly enough others may shout when angry, upset, happy, excited or have difficulty hearing. Interpreting why an individual is shouting is vital in my workplace as it eliminates confrontation and confusion. 
2. Speed of speech – there are different speeds that individuals speak and finding a good flow is key. Speaking too fast can distort the message and important information can be lost whilst talking too slow can suggest that the speaker is thinking about what is being said. The information that we pass on in my workplace is very important and ensuring that an individual understands what is being said is important. A slow and steady pace is often advised when I am at work.
3. Pitch and intonation – when speaking in a monotone voice it can cause the listener to lose interest. There is no better pitch but adapting the correct pitch to match what message is being sent enforces the message. When at work we use a higher pitch when greeting staff to communicate that we are happy to see them. This boosts morale and bonds the team.
4. Change and modulation in any of the above- Changing volume of speech, speed of speech and pitch and intonation whilst speaking will indicate a change in importance of what is being said. Sometimes when meeting with customers at work we often go through the house rules and contract obligations. When reaching a more important topic within this volume is slightly raised, speech slows down and pitch is slightly higher.





[bookmark: _Toc522792078]Examples of Verbal and Non-verbal communication within my workplace

Due to the setting of my workplace communication with staff can be formal or informal due to the nature of the situation, whilst communication with external agencies is mainly formal.  Ensuring that applying the right communication with the right individual is key. My manager is generally a great communicator, she often ensures that all information is understood and if there are any doubts communicates in a way in which the listener can understand. 
Managers communication with staff and customers
When communicating within the workplace my manager ensures that she is always professional there are positives and negatives to this approach in which I will explore if the method that my manager is using provides the best communication with staff and the customers. 
When entering the workplace my manager always greets staff and customers with “Good morning, how are you today?” this appears to make staff feel valued and builds a rapport. Customers being greeted this way often get upset with this greeting stating “what’s so good about it? how do you think I’m feeling? I have to live here” this example shows that some pleasantries can not be applied to everyone. Although this a very polite greeting and the meaning behind it is positive the customer interprets it as being an insult due to the situation that they are living in.
 Management and staff now observe customers face expressions, gestures and body movements to ascertain what mood they are in. (Morgan, P. 2017 pg. 252) suggests that frowning is a sign of negative emotion. This is one of the signs that staff and management look out for as well as clenched fist or stiff movement. Within my workplace the customers are all male and widely diverse. It is essential that Management and staff ensure that the relationship between staff and customers are clear as there are occurrences where this is not clear. Due to cultural differences some individuals may not like any physical contact whilst others will welcome it but mistake it for an act of compassion or a friendship (Morgan, P. 2017 pg.253, 255). 
An example of mixed messages is when my Manger met with a customer and he was visibly distraught and was crying. My manager tried to comfort him by placing her hand on his shoulder whilst standing up. The customer then leaned towards my manager and tried to kiss her. My manager, obviously shocked leant back and shouted “NO!” the customer faced became flushed and he started to scowl. The customer started shouting that she was a flirt and a tease, and he will ensure that she loses her job because she touched him inappropriately. Understanding the way touch and gestures are perceived is important within my workplace as most of the staff are women and the customers are all male. 





Managers email to staff example 
When sending emails my manager effectively adds information to state what the email is about and any action needed. Below I have demonstrated an example of one of my managers emails 

RE: Rent Arrears reports due 10/08/2018 by 5pm 
Hi All,
I hope you all are well.
[bookmark: _Hlk522180995]This is just a gentle reminder that your rent arrears statements for your customers is due on 10/08/2018 by 5pm. Please send this to me via email and cc in the income manager via this email address;  incomemanager@lookahead.co.uk 
I have attached a copy of the rent arrears sheet in case you do not have one. 
[bookmark: _Hlk522181199]I will look forward to receipt of your statements, thanks in advance if you have already sent your report to me in this case no further action is needed. 

[bookmark: _Hlk522181336]Kind Regards, 
Joe Bloggs 
Hostel Manager 
Lookahead Care and support 
Cromwell Road hostel
managercromwell@lookahead.co.uk
Tel: 0208 365 0245 
Ext: 4821








This is an example of a standard email that is sent to staff monthly. It is very clear what the message is, what action is needed and by when. Masters, D. (2014) wrote an article outlining how to send a professional email ensuring that it is clear. Within this article there are eleven points that should be applied to writing a professional email in which I will analyse if these points have been applied to the email example above.
1. “Know Your Purpose”:  It is demonstrated that then purpose of this email is clear and was a necessary instruction.
2. “Use the one thing rule” This email was about a rent arrears report and that was the only information discussed within this email. 
3. “Practice Empathy” This email is to the point and convenient the addition of the attachment of the rent arrears template will help staff to conduct this report quickly ensuring that the correct form is being completed. Also, the addition of the income managers email will make it easier when sending the email for rent arrears.
4. “Keep introductions brief” The introduction to this email was polite brief and to the point the “hi all, I hope you all are well” is a good way to do an introduction especially if you haven’t seen employees, there is no need to state who she is as the employees all know this information. The inclusion of her signature is great also especially for new staff members. 
5. “Limit yourself to five sentences” interestingly this email is exactly five sentences it keeps it brief and the additional pleasantries empathise with staff.
6. “Stick to a standard structure” looking at the email it should start with a greeting “hi all” followed by a pleasantry “I hope you all are well” and then the reason for the email “This is just a gentle reminder that your rent arrear statements for your customers is due on 10/08/2018 by 5pm” then an action “Please send this to me via email and cc in the income manager via this email address;  incomemanager@lookahead.co.uk” followed by a closing message “I will look forward to receipt of your statements, thanks in advance if you have already sent your report to me in this case no further action is needed” lastly a signature “Kind Regards, Joe Bloggs”
7. “Use short words and paragraphs” This email is to the point and uses general speech. 
8. “Use an active voice” an example of this from the text above is “Please send this to me” rather than “this has to be sent to me”. 
9. “Proofread your email” my manager sends emails out and rarely has any grammatical errors, she always attaches if she states this is the case and always has a title to her emails. 
10. “Remember you are not fifteen anymore” there are no slang words or changes in text. 
11. “Write like you speak” the use of “Hi all” and “I hope you are well” are greetings and pleasantries that in this situation create an informal but working relationship with staff. The use of “Dear all” or “I trust you are all well” seem more formal and create a more serious intention. 

I prefer this method to the ‘YouTube’ video by (GCFLearnFree.org 2017). I think the above method is in more depth and breaks down each section of an email. There are many similarities such as formalities and keeping on the same topic, but I feel that from a teaching perspective this is more thorough. I will apply this method in the future when sending out emails to my colleagues.

. 
[bookmark: _Toc522792079]Conclusion 
To conclude, overall managements communication is quite good although there could be improvements within the workplace. Using methods such as the ‘SOLER’ method (Griffiths, B.A and Dunham, E.B 2015 pg. 52) can help with active listening, which would be useful for management in supervisions or during a complaint with a customer. Using the ‘KEYS’ approach (Quintanilla, K.M and Wahl, S.T. 2017 pg. 83) can help manage situations within my workplace such as having meetings with external agencies or dealing with an incident. Analysing touch and gestures as outlined by (Morgan, P. 2017 pg.253, 255) would really help in my workplace as communication between customers and staff, especially females are often misunderstood. 
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