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This report talks about the importance of effective communication and the different forms namely, two-way communication, verbal and non-verbal communication and the specific methods. The findings show how important communication is in the workplace and is linked to how Sarah Davies can manage communication with her 20 employees. In result to the findings and extensive research, a plan of action has been created to further develop the rapid growing discount store business

















[bookmark: _Toc15840747]Introduction
The following report has been produced for Sarah Davies the owner of a discount store in Birmingham. This business has expanded rapidly and requires assistance on effective team working and communication within the company. The employees are from a diverse group of ages and each individual has varied experience, each employer also has different schedules of work availability. This itself is quite challenging as with having such a wide range of abilities and background experience communication is crucial to lead this successful business.
The method of communication is vital as communicating in-effectively can lead to an array of problems, simple messages can fail having a negative chain reaction to the business on a whole, decoding a message correctly is critical. 
The following points will be discussed in greater depth regarding the ongoing success of the discount store throughout this report:
· The importance of communicating effectively
· Importance of two-way communication
· Effective methods of communication
· The significance of non-verbal communication with employees
· Recommendations for effective communication within the discount store
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According to Newman and Summer Jr “Communication is an exchange of facts, ideas, opinions, or opinions by two or more persons” (Jr, n.d.)
Hynes (2005) specified “ Effective business communication is the key to planning, leading, organizing, and controlling the resources of the organizations to achieve objectives, and maybe formal or informal in manner” (David Conrad, 2011)
Communication is a way of presenting one’s thoughts, emotions or ideas to another person and can come in  many forms, having the ability to recognise and use information, understanding, reading and recalling information are vital for effective communication 
The main process of communication is an act of transmitting information involving two people, the sender and the receiver. This is called the Pyramid of communication (see appendix:1) 
Effective Communication is a fundamental notion essential to the success of every business,  to continue growth, stability and continual expansion. Sharing vital information throughout your company not only creates efficiency but will create stability throughout this organisation leading to even more success. Each team member has a unique responsibility  and differing roles when of which communicated effectively can make running day to day tasks within your business simple.
For businesses to function correctly the communication between the managers and employees must be clear and concise, as this discount store is growing rapidly communication is critical at this stage to achieve ongoing success.
Having regular meetings where employees can discuss any issues, ideas and new concepts will provide your employees with a positive platform boosting their creativity and making them feel valued by giving them the opportunity to collaborate with one another openly. Research shows “Teaching people how to speak up and creating the dynamic where they will express their concerns is a key factor” (Leonard M, 2004)
Having employees work on varying shifts is difficult as communication with one another can become a problem, this can be solved by having a brief discussion between employees before  the start of the next shift an effective method of communicating “Spending a few minutes at the beginning of a shift can get everyone at the same start point, avoid surprises, and positively affect how the team work together” (Leonard M, 2004)
Acquiring good communications skills will help each individual according to their individual roles and responsibilities, the diversity of staff at the discount store is a challenge as each member has their own duties and different shift patterns and setting out specific duties is imperative. The managers will play  major part in this,  being assertive and an active listener is crucial to this development as research shows “ Assertiveness can take many forms such as promoting a new idea, lobbying for a policy change, or publicity supporting one method of resolving a problem over any number of alternatives” (Griffiths, 2015)
The negative impact of poor communication within the company can be detrimental as simple messages can fail, being able to understand what others are trying to communicate to us is key.
It is important to communicate with all staff members, they should have prior knowledge on any upcoming changes and be in the loop constantly. By providing feedback staff will work more efficiently in turn boosting the business. It is essential to be clear and concise when delivering information making sure it is relayed to everyone. By gaining proper control of every situation and having regular meetings the company is bound to grow further.
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Two-way communication is when both parties transmit information, a process where a message is directed by the sender to the receiver and a response is sent back to the sender by the receiver.  
				                 This is an effective way of communicating in the workplace because the receiver can provide a response/feedback to the sender ensuring clarity and solve any issues. For The further expansion of this company two-way communication is critical as with the business expanding and more employers the managers play a vital role in the communication process.  Setting targets, giving incentives, changing schedules, setting out orders, covering shifts and managing staff efficiently is crucial. By  Sending a clear message to the staff through emails, messages, notice boards and through staff meetings the two managers will be able to receive feedback and manage any situations effectively.
Employee voice is imperative for the success of this business and can also transmit feedback through to the managers about any issues they have regarding the discount store. There are many models of two-way communication. The most common model businesses use is “Shannon-Weaver,1949  Model of Communication” ( see Appendix 2) both American Shannon a Mathematician and Weaver a Scientist developed a model for effective communication, at first used to progress in Technical Communication and later used worldwide adapting into the field of communication. This method features:
· Information source- constructing a message
· Transmitter- encrypting the message to a signal
· Channel- adapting signal for transmission
· Receiver- reconstructing encoded message from a sequence of received signals then decoding it
Some of the negatives of using this model are:
· The simplicity and is used commonly for numerous communication theories
· Communication is limited on how accurately the message is being transmitted
· Semantic issue on how precise the notion is carried out
· It makes no allowance for different understandings as receiving feedback is not an option
Another model is the Schramm Model of Communication ( see Appendix 3), research shows “ The most commonly taught and widely used theory of communication is that proposed by Wilbur Schramm in the late 1940’s. The Schramm model views communication as a process that takes place between a sender (transmitter) and a receiver” (Blythe, 2010).
This model is different to other models as he emphasises on feedback, the downside to this model is as it’s a form of one-way communication feedback is not always possible.
Both these models are extremely useful in communication, using a combination of the two will be beneficial by giving employees information, acquiring control, giving instructions and creating awareness and then giving your employees the chance of feedback will solve many workplace issues.
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According to studies the key to communication skills is to be able to recognise difficulties more precisely and “The opportunity to practice key skills and receive constructive feedback of performance is essential” (Maguire, 2002)
Effective communications within a business are critical, research shows “Companies know that communication with their people is vital if the energies and the efforts of their employees are to point in the same direction” (Quirke, 2008)
There are many forms of effective methods that can be used in the workplace, some of these are:
i. Verbal/Oral communication- giving instruction or information
ii. Written Communication- in the form of emails, messages, letters
iii. Face-to-face Communication- in meetings, one-to-one assessments
iv. Visual Communication- charts, graphs, notice boards
v. Emotional Communication- celebrating staff birthdays or promotions
vi. Non-verbal Communication- expressing feelings and thoughts. Body language and facial expressions
The key to any effective communication in the discount store lies within management. With the managers being trained to have good listening skills, being attentive sending out clear instruction, providing feedback both positive and negative will be very beneficial in building a strong workforce. Creating a receptive open environment is important as employees should feel safe and have the confidence to talk freely about any concerns they have. Appraising staff or giving incentives will encourage your employees to work harder and acknowledging their achievements  is also very affective as it boosts morale and creating a positive work environment
On many occasions’ obstacles can constrain effective communication in the workplace some of these barriers can be:
I. Language
II. Disability/physical barriers 
III. Age
IV. Gender
V. Culture/religion
VI. Environment
VII. Emotional noise
VIII. Lack of common ground/making assumptions
All of these issues can make communication ineffective, for example if a message is given by someone who is highly emotional it sometimes cannot be expressed clearly, this information is commonly disregarded. On the other hand, too, much information can also be an impediment as the mind cannot absorb too much information at once which can lead to many problems.
Being mindful and understanding of employee’s backgrounds, out of work commitments, culture, health issues, emotions and other issues will create positivity and build a good relationship between all the staff. Managers should also stay calm and communicate any issues rationally, clearly and to the point, so messages are not misunderstood.
(refer to appendix 4 for Action plan)
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Studies show “Verbal and nonverbal communication among group members defines much team life. Individual goals, team goals, structure and norms are evident in the communication patterns that develop among members” (Griffiths, 2015) 
Non-verbal communication is extremely vital to look out for, research shows “The primary categories or codes of non-verbal communication include vocal expression, space, environment and territory, physical appearance, body movement, gestures and posture, facial and eye expressions and touch” (Ivy & Wahl, 2014).
Certain  scenarios where non-verbal communication may be used such as facial expressions or hand gestures can also be very informative. Research shows “Communication is very important as people spend about 75% of their waking hours communicating, of which 80% happens non-verbally by understanding and sending non-verbal cues. Failure to act or silence is also a way of communication, but the only difference is the results you get are not as you intend. Actions are not always so parallel to words spoken.” (Bajracharya, 2018).
Non-verbal communications show emotions such as happiness, sadness, intrigue, excitement, embarrassment, annoyance/disapproval these all show through facial expressions or body language. To be able to understand these non-verbal signs a strong empathy towards your employees is essential. Being able to identify these cues and not to misinterpret them is also vital training managing staff should be given as all cultures are different and family backgrounds and upbringing is different for each individual employee.
In some cases non-verbal communication is enough in itself without the need of verbal cues and in some cases both are used, as studies show “Non-verbal communication may also accent (amplify) or moderate (one down) parts of the verbal message” (Quintanilla, 2017).   For example, say a member of staff working in the stockroom faces an issue with deliveries and the sales staff gets into a disagreement with them, emotions such as getting frustrated raising their voice or using their hands to show their anger will be emphasising on both verbal and non-verbal communication. Whereas problems outside the workplace may be affecting your employee from focusing or being absent from work, they may seem down or get emotional without any verbal communication. These are signs managerial positions should look out for creating a support network for their staff will boost morale, the two managers should poses listening, observing and understanding skills

[bookmark: _Toc15840752]Conclusion
In conclusion to this report the forms of communication in the workplace are essential to the success of the business. Each individual member has their own responsibilities, but the managerial positions require a lot more knowledge and understanding of effective communication. Done correctly the business will strive to success but done incorrectly it can have a catastrophic effect on the company. The importance of sending a message and doing so clearly and concisely is imperative as decoding an incorrect message will in turn lead to failures, causing a negative chain reaction within the company
Communication is essential between the senior management and other staff as it plays a crucial role for the development of the business. Management require skills of empathy, understanding and patience, good listening skills and sound judgement which in turn will boost morale of the workers making it easier for them to discuss any issues they have or lack of understanding on any matter regarding their work.
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Appendix 2:

								(Shannon-Weaver, 1949)

Appendix 3:

									(Schramm, 1948)
Appendix 4: Action plan
Sarah Davies to have a meeting with the two managers to clarify that their job roles which will be to communicate instructions to all employers clearly and concisely to the point where each employee knows exactly what is expected from them.
The managers will need to hold regular meetings with staff members to ensure that they are all performing to the clear instructions set out by the director.
Performance reviews should be done by managers once every month to ensure all employees are performing to the best of their abilities and if any issues should arise then management have the chance to retrain the staff and deal with any problems.
A handover should take place in between shifts updating staff on any changes, problems or new products.
Sarah needs to have arrangements made for bank staff in case of employee absences.
The two managers need to be trained on verbal and non-verbal skills and communicating effectively specifically in picking up non-verbal cues.
The sales assistance should be given targets every month and be rewarded with incentives on achieving these
Having a bulletin board in the main office where any new useful information and set rules should be easily visible
All employees should be given the chance to discuss any issues or problems privately with the managers.
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