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Introduction
This report will reflect my own work experiences on how well employers perform at communicating, based on academic findings and theories. This will conclude as to how workplace communication and performance of employers can be improved. Prior to taking a career break to raise a family, I worked in the public sector for the local authority in my borough as a Customer Services Officer.
 My primary role was reception duties including welcoming visitors and dealing with residents enquires, supporting in the day-to-day running of the office and provide administrative support to senior managers. As my role was a face-to-face interaction with residents as well as work colleagues, communication is a fundamental skill that someone understands me, not just when I speak but to build relationships with other people. It is of importance to understand this powerful interpersonal method.

Communications:
Communication is the exchange of thoughts, information or ideas that translate to understanding between two or more people. This method requires one sender, one receiver, and a piece of information that is transmitted within a means of communication medium. It begins with an idea in the mind of the sender, then encodes the idea into a meaningful symbol for instance words, pictures or gestures. The sender selects the appropriate medium to transmit those symbols so the receiver can access them through one or more senses. This can be a face-to-face conversation, images or any form of electronic transmission media including email, instant messaging, internet and mobile phones. All these media enhance our communication (Webb, 2010). As the receiver receives the message, he or she must decode the symbols to interpret the message. Effective communication is when the receiver accurately understands the message delivered to the sender. Furthermore, communication is the act of transmitting and receiving information. 



Verbal Communication
 Is the most common ways individuals communicate with each other, for instance working in an office environment or in a team constant verbal comments are exchanged via face-to-face or over the telephone.

Non-Verbal Communication
This is equally important means of communication to take place, such as smiling, eye contact, body language or hand gestures. As this helps the listeners to interpret the full meaning behind the words that the sender is using to communicate the message. 
Both Verbal and Non-Verbal Communication is a means to establish respect and credibility not only on a personal level but also in a professional capacity, to communicate ideas and views in an influential manner. Another element associated with effective communication is Posturing, according to (Polzer, 2003) is the use of identity indicators to influence awareness, opinions and approvals of others. These indicators may include, the following:
· Appearance: how people are dressed and their physique.
· Office or room décor: the presence of academic accolades or not, and other markers of success.
· Body posture: whether their arms or legs are crossed, whether they stand up straight or slouching and strength of eye contact. 
· Demeanor: voice tone, smiles, frowns, engaging or withdrawn, warm or cold and how attentive. 
· Statements: success and achievement stories that are shared verbally.  

We are social creatures and thrive on refining and developing relationships with others. This is essential in the workplace, as motivation and attitude play a key part in achieving productivity in an organization. Understanding of how to transmit when speaking and interpret when actively listening will build effective communication between management and employees. According to Professor Albert Mehrabian founded the understanding of communication in 1960’s, his theory is of value relating to communication where emotional content is important to avoid misunderstanding. 
In figure 1.1 Professor Albert Mehrabian model referenced statistics in communication (Peden,2007) and (Webb, 2010).
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Figure 1.1 Mehrabian Communication Model
The findings from the above model, can easily be transferred to a workplace capacity for example, when constructing an email greater attention needs to be paramount in the use of language and expression, a quick elusive email or memos, can result in confusion or cause offense. The importance of understanding how we communicate and the effects it has on people will improve our interpersonal relationship. 

Barriers of Effective Communication
Not only effective communication can have huge positive impact, that can make people feel respected and valued, but also poor communication can be very overwhelming that can affect our stress levels especially if we don’t understand or feel that we have been misled. In turn this can also lead to negativity, insecurity, confusion and blame. Why then does communication breaks down? the answer is the elements of communication as the sender, the encoding, the message, the medium, the decoding, the receiver, and the feedback have been acknowledged, so clarity of meaning and understanding does not transpire. To have a wider understanding of communication and its challenges, according to (Barker,2010) the use of transmission model, The Shannon-Weaver Model of Communication, 1949. Refer to diagram below. 
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Figure 1.2 The Shannon-Weaver Model of Communication, 1949
The model of communication gives an overall picture of different circumstances, to help in explaining in a simplified way, information which would have been complicated, nonetheless the model may give a possible outcome or the course of events. The metaphor of the model can be applied to verbal and interaction communication. 
There are Six elements to The Shannon-Weaver Model of Communication, to describe the transmitting process:
· Information source – produce message 
· Transmitter – encodes the message, 
· Channel – signals are altered for transmission
· Noise - channel or media used are not neutral or interference 
· Receiver – decodes the message 
· Destination / Feedback – where the message arrives to confirm understanding or reach a mutual agreement. 
[bookmark: _GoBack]To give an illustration of how a message can be distorted as it is encoded and sent, as well as when it is decoded and received, below examples are used within a workplace and marketing media environment.

As a front receptionist I dealt with residence queries, and there would be peak times my section would be extremely busy with surrounding conversations. There was one occasion I served a residence who requested a social housing application form, as mid-morning would be busiest time, as well as another colleague working along side me it proved difficult to attentively hear what was requested, and I handed over an incorrect form. 
[bookmark: _Hlk5745558]
Theorical meaning
To define the breakdown of communication that took place. The information source reflects the language used includes my expertise and credibility in what I wanted to convey; however, encoding errors occurred based on incorrect assumption. The channel ‘noise’ takes effect as distractions is experienced. The outcome of the decoded information obtained was misunderstood that led to a negative impact in the workplace. 
To avoid this error from happening again, as the receiver I will ensure to apologise for the surrounding interruptions, listen attentively to what has been requested, aid them with writing materials if I am unable to understand, by doing so this enable to decode the message correctly.
Aspect surrounding marketing level, mass media communication is vital as it influences attitude or behavior and above all how communication is conveyed in a powerful medium. According to an editorial piece, (Taylor,2017), this article refers to Pepsi Live Now campaign to send a message of unity intended to appeal to the youth, to summarise the ad, filmed in Bangkok a protest is underway, young demonstrators are holding signs of  ‘Love’ and ‘Be part of the Conversation’, as the protest is moving along the streets they past a photoshoot where Kendall Jenner is modelling. A protester asks her to join the march. She responds by taking off her make-up and blonde wig hands it over to her stylist of ethnic minority. After she joins the march, the crowd approaches police officers, Kendall Jenner appears to ‘solve’ the situation by giving a police officer a Pepsi the crowed cheers and are happy. 
The purpose of the campaign was not to distance the main target audience with the message; however, this is where Pepsi failed and resulted for the ad to be pulled. 
Theorical meaning
Pepsi failure was simply not effective in encoding the campaign ad ‘Unity’, the target group ‘Conservatives’ decoded the ad as damaging to the conservative’s values, as for the ‘Liberal’ target group decoded the message as troubling and much more complex. Current protest movements that have been taken place in United States of America may have provided additional ‘noise’ to this effect. (Taylor, 2017).
There are four main areas where communication can fail, by reviewing these areas the concept becomes more clearer, and how improvements can be made. 
Context
Many conversations fail because of the senders and receivers ignoring the context, if the receiver is unclear why the conversation is happening, very quickly both are misunderstood. Conversation starts with an assumption what is true, or what others should do, left unquestioned, misunderstandings and conflict can arise. 
Relationship
The interaction with others define the limits and potential of our conversation, according to (Barker,2010). Conversations are ways of building rapport, they are complex and dynamic. Relationship define the grounds of conversation status, power, role and liking, for example an admin officer can intervene with the content of information, moreover, a staff member previous experience in the workplace may prevent open communication due to fear negative feedback or relationship between the supervisor and the admin officer hinders the admin officer from reporting that the project is not working.
Structure
Conversations have structural principles, it originates from our thoughts. Thinking is a process in two stages. First-stage thinking translate reality into language, and Second-stage thinking manipulates the language created to achieve result, the less critical thinkers will face barriers due to the lack of detailed knowledge or wants to know the answers without having to ask questions.
Behaviour  
To support the language we use, requires a range of non-verbal communication for example tone, gestures, our posture and physical positions. We have minimal control over our non-verbal behaviour than over the way we speak, because we have learnt to somewhat imitate our body language with others around us. Our non-verbal communications speak volumes and our feelings are displayed out as gestures. The main common reasons are:
Non-verbal message multi-channel, everything is happening at once: eyes, hand gestures and body position. This is interpreted as an overall impression and its very dominant but not appropriate, as we are unable to determine the message. 
Non-verbal message is culturally determined, non-verbal messages can be universal, for instance when we are elated it is displayed by our facial expression, however in specific cultures this can be misinterpreted, and confusion can arise. 

Overcoming communication barriers and recognising it does exist is a positive step to effective communication and minimizes the impact. However, action is needed to overcome these barriers, especially in the workplace, according to (Keyton, 2011) he has highlighted some guidelines of good communication within a business organization: 
· Employees need to clarify their ideas before communicating.
· Examine the true purpose of each communication
· Consult with others, when appropriate, in planning communication.
· Be mindful when communicating the basic content of the message. 
· Take the opportunity when it arises to convey something of help to the receiver.
· Employees need follow up their communication asking questions and encouraging the 
receiver to express his/her reactions.
· Be sure that actions support communications it is not what you say, but what you do.
· Finally, employers and employees need to seek not only to be understood, but to understand a be an effective listener. 











Conclusion 
Effective communication in the workplace is vital in providing a good foundation for developing and maintaining an effective set of interpersonal communication skills. To improve the effectiveness of communications, both employers and employees must develop an awareness of senders and receivers’ responsibilities and maintain active listening skills. Effective communications in the workplace will improve an employee’s ability to be a strong, professional leader. 
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