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[bookmark: _Toc522138967]Introduction 
Communication is a very important act that allows humans to easily express and articulate their views and opinions. In the workplaces the act of communication is considered to be an important aspect and one of the major requirements that the recruiters look for. Human behavior and proper communication can actually create a lot of impact if conducted in the right way.
This particular project is going to identify with the real life situations that reflect the behavior and performance of the employees in a few circumstances. The project will examine the real incidents and analyze how employees communicate and perform at workplaces and how it impacts on customer’s satisfaction. In the end the project intends to draft a few ways through which employees can improve their communication and performance for better and more effective outcomes by looking at a few models from scholars and researchers. 


[bookmark: _Toc522138968]Discussion 
Communication is, indeed, a form of art if conducted in the right way that achieves success and effective outcomes. There are various organizations in the world that contribute in training the employees and make them learn on the right ways to communicate with the customers. The employees, as one of the important stakeholders, do determine a company’s success through the way they interact with the customers on a daily basis (Shields et al., 2015). It has to be noted that the employees are the ones who are responsible in directly communicating with the stakeholders; customers, and understand their requirements and demands in the workplaces (Quirke, 2017). The content further is going to elucidate two very recent incidents that have happened with me and with a friend of mine in London last month. These two incidents are going to be helpful in understanding the way employees communicate with the customers and how they affect the reputation and overall outlook of the organizations they are working in. 
[bookmark: _Toc522138969]Discussing the real life incidents 
I visited one of the popular retail stores that come as a first preference for many British citizens in retail shopping, Mark & Spencer few weeks ago to buy some of the ingredients to make south Asian cuisines. The food was supposed to be made with tropical and especial Indian spices that I was looking for in Mark and Spencer stores. For convenience, I went to the Mark & Spencer near my accommodation in search of the rare spices. After looking for the spices for more than half an hour I could not find it. I happened to ask one of the workers in Mark & Spencer who was working near the spice shelves. He was very polite and helpful and asked me to wait till he finds the spice bottle for me.  I was also trying to look for the product myself and meanwhile found him calling his colleagues who were other workers. The employee asked his colleagues to look for the spice and asked me if I need anything else apart from that. I was very happy seeing his behavior towards me and the warmth with which he spoke and treated me. I was satisfied as one of his colleagues found the spice from a far way shelf and handed the bottle to me with a smile on his face. As a customer I was genuinely happy and satisfied with the employees in Mark &Spencer. It was so good to see them working in teams and finally helping the customer with all their resources and positive behavior. 
Another incident happened with my friend where my friend has received very inappropriate behavior from the organization’s employees. My friend went to ASDA to buy some daily necessities and has complaint against the staff of the store. My friend was looking for fresh chicken that he could use for a special food that we were supose to cook for a house part. He was not able to locate the fresh chicken shelf and intended to ask one of the store workers. Surprisingly, the store worker refused to give him instructions and asked him to find him somewhere else. He was very surprised to have received such bad and inappropriate behavior from the store employee. Considering the reputation of ASDA and the high reviews from customers, it was something that was not expected and came as a surprise. However, my friend has complained to the store manager and the employee was immediately warned to not repeat his mistake again. It was later found that the employee was not feeling good at the workplace that very day and was disturbed due to some of his personal reasons.  My friend showed deep regret of visiting that Asda store and he stated that he will be looking for other stores nearby to buy all his daily necessities. In fact, I suggested him to visit Tesco as I had received really good behavior from the staff there. 
[bookmark: _Toc522138970]Critically analyzing the incidents
Based on the above stated incidents, one can easily understand the impact of the behavior of the employees on the customers. In the first scenario, that relates to my own experience, one can easily understand the impact of the good and positive behavior of the employees on the customers. I can state from my personal experience that I have has a wonderful time in shopping the spices at Mark & Spencer  store in London. I was satisfied with the internal culture of the organization that seemed to be very positive and welcoming. Moreover, the communication and behavior of the employees towards the customers was very helpful and positive. One must note that my experience is actually adding up to the reputation of the organization. Due to the satisfying experience I have not only decided to go to Mark & Spencer again for my daily shopping, but also I have been suggesting my close friends to opt for Mark & Spencer. This is increasing the number of customers for Mark & Spencer  and the organization is getting benefitted.
[bookmark: _GoBack]On the other hand, the inappropriate behavior of the ASDA staff towards my friend is actually demeaning the organization’s reputation in my friend’s eyes. Due to the bad treatment and unfavorable and unacceptable communication from the staff member, my friend is not going to opt for asda when it comes to daily shopping of groceries and related products. I have bee allowing myself to understand the scholarly theories and implement them in the two incidents and understand how the behavior and communication of the employees are affecting the reputation and overall outlook of the organizations. 
[bookmark: _Toc522138971]Comparing the real life situations in relation to theories 

There are many model a of communication of them Shannon and Weaver model of communication is the best. Model of communication is one of the first designs of the information theory is the by Shannon and Weaver. Weaver was a scientist and whereas Shannon was an American mathematician. So later this mathematical theory was known as Shannon and weaver model of communication and information theory. Concepts in Shannon Weaver Model based on sender (information source), encoder (transmitter), channel and decoder. Sender is the person who makes the message and send the mesge by appropriate channel. Encoder works as a converter which convert message into signal or binary data. Channel is the media which are used to send the message. Decoder is the converter who convert and translate message from the signals.
[image: ]
Figure: Shannon and weaver model of communication (Mone et al, 2018)

Team work is a very important aspect that needs to be focused by the organizations (Bedarkar and Pandita, 2014). In Mark and spencer I have observed that employees work in teams. Tuckman’s Teamwork theory can shed some light in understanding the two incidents in more detail and give us important knowledge on the same. It has been observed that in Mark and Spencer, the employee asked his colleagues to look for the spice. Interestingly, the whole team dedicated their time in looking for the rare variety of spice that I was looking for. Later it was found and I returned as a satisfied buyer. In this case it can be stated that Mark and spencer’s understanding on team works is very profound and effective. Tuckman suggested four basic stages to attain effective team work in organizations. The four stages are- Forming, Storming, Norming, and Performing. These four stages help in forming a team and also make the team members feel comfortable and empowered being in a team that works together positively without any conflicts and issues amongst them (Muchiri et al., 2017). I realized that Mark and spencer’s training process of the employees do involve the application of such theories where the team members are motivated and well trained to work in relation to each other. My understanding of teamwork elucidates the idea of working peacefully with your colleagues in all workplace circumstances. In that case, it can be easily stated that Mark and spencer’s employees are aware of the importance of team work and they all contribute in satisfying the customers. 
On the other hand Asda’s staff member was not feeling alright and misbehaved with my friend. That simply shows his carelessness at workplace and disinterest to pursue his daily works. However, it can also be stated that the knowledge and training of working in teams may have not been appropriately applied to that particular staff. The staff could have easily asked his colleagues or any other fellow workers to assist my friend, but he showed rude behavior. That simple reflects his inappropriate character and state of mind that is not accepted at workplace. Moreover, it has not only affected my friend’s mood but has also affected the organization as a whole. 
[bookmark: _Toc522138972]Ways through which workplace communication and performance of employers can be improved.
The discussion above has shown two different incidents that have been well analyzed. These incidents have reflected ways through which the employees perform and communicate at workplaces. The following section is going to provide a brief discussion how to improve the performance of the workers at workplaces.
Employee empowerment- the first and foremost thing that the organizations must look closely is the aspect of empowering the employees. The concept of employee empowerment is a process that allows the employees to have their own voice in the organization (Elnaga and Imran, 2014). As the term suggests, it is all about empowering the employees and making them feel important in the workplace. This, however, also helps a lot in employee engagement and increases the overall rate of productivity in the organization. With the help of employee empowerment the organizations can allow the employees to enjoy their work and also have the ability to communicate well in the organizations (Mone and London, 2018). 
Improving work culture- the culture of an organization is the ambience in which the employees work. The organizations’ environment is required to be healthy and educational to be able to make the employees feel at home and comfortable while working. This helps a lot in making the employees feel positive in workplace and perform at their highest potential (Ford, 2014). They also tend to interact in the most caring and jovial manner to their colleagues and customers. 
Proper training and development- every organization must provide proper training to their employees. This has to be done by the human resource management teams of all organizations. The newly recruited employees as well as the existing workers are required to get proper training that allows the employees to learn about the importance of good communication and interaction at workplaces. Mark and Spencer, like most of the other large scale retail companies do provide a series of training sessions to their employees who are able to provide great treatment, help and support to the customers on a daily basis. Training and developing the employees increases the overall production of the organization as well as improves the work culture and satisfies the customers (Ford, 2014). 
Based on the discussion above, it can be stated that the employee in asda is required to learn about good communication and its benefits at workplace. Proper training and workshops to the employees can actually eradicate such internal and vital issues at workplaces. Organizations must look into these aspects and understand how the act of communication can affect their brand and overall outlook of the company. 


[bookmark: _Toc522138973]Conclusion
This particular report has drafted the two incidents that have affected the reputation of two leading retail organizations in the United Kingdom. It has been noted that that the act of communications from the employees to the customers have great impact in determining the success of an organization. The two incidents have been drafted and critically analyses in detail. A proper understanding has been developed by looking into these cases in relation to the team work theory of Tuckman.
This project has been enriching and education in so many ways that helped in developing the knowledge on reflecting on the importance of communication in the workplaces. in the end a list of ways have been drafted that can actually improve the way employees communicate and perform in their respective organizations. 
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