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Assignment Title: Based as much as possible on your own and/or friends’ real-life experience discuss how well employers perform at communication.  Using your findings and what you know from theory, reach some firm conclusions as to how workplace communication and performance or employers can be improved.  Answers should be supported by examples and considerations relating to the context of health and social care when possible.

This essay is based on a real-life experience.  I will be discussing how effective employers perform at communicating.  I will be examining what communication entails, for example verbal, non-verbal, active listening and communication within teams.  I will also be exploring solutions to poor communication.
COMMUNICATION
Communication skills are fundamental for individual, team and organisational success.   Communication is the exchange of thoughts, information or ideas that results in mutual understanding between two or more people.  The process requires at least one sender, one receiver and a message that is transmitted within a communication medium. It begins with an idea or concept in the mind of the sender.  He or she converts the idea into meaningful symbols in the form of words, pictures or gestures. (Griffiths and Dunham 2015).
Hasson (2015) states that the key to effective communication is when there is a shared understanding of intention and meaning; both sender and receiver share an understanding of the purpose, sense and significance of the message. A shared understanding doesn’t necessarily guarantee a shared agreement about what actions will follow from the communication – but it certainly makes it more likely.
VERBAL COMMUNICATION
Griffiths and Dunham (2015) state that the use of verbal statements is one of the most common ways individuals communicate with one another.  As team members work together to understand problems and manage projects, hundreds, if not thousands of verbal comments are exchanged.  A team member might be communicating a message face to face or he or she may be implying hidden meanings or several layers of meaning in a single statement.  As members do not always know the exact intention of one another’s comments, there can be multiple interpretations and frequent misunderstandings.
NONVERBAL COMMUNICATION
Nonverbal cues such as physical appearance, facial expressions, level of eye contact, body movements, vocal qualities and physical space between members all contribute to the way a message is interpreted.  An accurate interpretation of nonverbal communication helps the listener understand the intent of the speaker and is strongly related to social intelligence and interpersonal sensitivity.  Thus, while an individual’s “words” can be difficult to understand, nonverbal cues are even more subject to personal interpretation as listeners use their own subjective frame of reference to interpret the nonverbal expressions of others.  For example, when members want to interject a comment into a discussion, they may use any number of nonverbal prompts such as leaning forward, clearing their throats, making direct eye contact with the current or posing a facial expression that indicates a desire to speak.  Additionally, if speakers receive positive nonverbal feedback from others while they are speaking such as head nodding, eye contact or smiling, they will continue with confidence that they are being heard.  Speakers signal the end of their comments by relaxing their body posture, reducing verbal volume or leaning back in their seat. (Griffiths and Dunham 2015)
Effective communication:  Communication skills, such as active listening and assertiveness, help make information processing more transparent.  Actively trying to understand and interpret the verbal messages of others takes work.  Simply asking another person to provide the evidence that led to certain conclusions can be very enlightening.  Advocating our ideas in a confident and comprehensive way is demonstrated in the practice of assertiveness.  According to Griffiths and Dunham(2015), assertiveness is a form of communication that respects the opinions of others while directly stating one’s own thoughts and perspectives.
Active listening is the key to accurately understanding what another person is saying.  It requires effort and discipline.  An accurate understanding of others is needed before a meaningful response can be made.  Effective listeners suspend judgement in order to first understand the perspective of the speaker. Paying attention to posture, paraphrasing what is heard and probing for deeper meaning are skills that facilitate this type of perspective taking and lead to a more accurate understanding of the messages that are communicated.  Paraphrasing is a powerful listening skill that validates others, builds trust and invites deeper levels of disclosure.  (Griffiths and Dunham 2015).
Morgan (2017) states that, your ability to listen well will have an impact on whether others feel respect towards you, whether people continue to communicate openly with you and the broader impression that people will have.  Therefore, being good at listening is important and is one of the most valuable communication skills sought by employers.
From what I have researched on communication, I have experienced good communication in my work place.  A work colleague had gone to the manager after we had a misunderstanding on a night shift. She had worked on night shift for over 10 years and I had just been doing nights for 6months.  She was close to the manager according to the other staff so she felt that she would be favoured and that was something I was concerned about.  I was called on the phone by my manager saying that my colleague had gone to her with concerns, I said to her that I had concerns too. So, she asked me to come over for a chat in a couple of days which I did.  I had one to one meeting with my manager and explained how I felt about the working relationship with my colleague and how we had a good working relationship until then.  I explained that I found that she panicked about stuff and she tended to snap at times.  She would not ask me to help with stuff but talked to others about what I was or wasn’t doing and then they would tell me indirectly so that made me think that she was talking about me behind my back instead of telling me after all I do not read minds. Later, we were both called into a three-way meeting to discuss this matter.  The manager was impartial, I had been expecting her to be on the longer serving staff side.   She would come in whenever she had to because at times it got heated.  The meeting ended on what was expected of the other and I felt the manager understood the situation well.  I felt listened to by my manager.  There was verbal and nonverbal communication taking place. Paraphrasing of information and the use of probing questions was used.  According to Hasson (2015), people with good communication skills want other people to feel positive about communication with them.  The most effective way to achieve that is to communicate with empathy.  This does not mean you have to agree with their ideas, opinions or feelings.  It also does not mean that you make their situation your own.  You can show interest in another person’s situation and readiness to respond to their needs and feelings without taking over.  Empathic people are good at drawing on their own experience in order to relate to what others are saying and feeling.  But they use it only as a starting point, not as the end itself.  Communication with empathy means you accept that there are differences between you do not let those differences hinder communication.  Empathy connects people. Empathy builds trust and can make communication easier and quicker.
Poor execution of information can often lead to a breakdown in communication between employer complex, with multiple recognised barriers to effective communication.  A key step in facilitating effective communication is recognition of these barriers; teams are then well placed to deploy strategies that overcome them. 
An experience of miscommunication in my work place was when I had a meeting with the deputy manager to find out what had happened on the night of a resident had gone missing from the premises.  I had done security checks on that night, so I was sure I had done everything correctly. All staff were interviewed that had been working that night. The first time of investigation about the incident went well because she was only gathering evidence.  She was attentive, taking notes   calm and respectful.  I was told that she would let me know the outcome of the investigation once all staff had been interviewed.  Breakdown of communication occurred on the follow up meeting, when she said that I had not locked one of the doors which the resident had escaped from into the gardens and then through a back gate that had been left open by workmen.  I told her that I did lock the door because I had double checked it.  She said no I was not telling the truth because It had been captured on camera.  Her body language was intimidating, she had raised her voice and she was not listening to anything I was saying, talking over me. I was telling her that I had no reason to lie because she was not going to physically hurt me if I told the truth and lying is not in my nature, I felt bullied.  Assertiveness is the ability to express oneself directly and honestly without disrespecting or dishonouring another person.  Assertive people can stand up for themselves and communicate their ideas firmly without bullying, patronising or manipulating others (Griffiths and Dunham 2015).  Later, it was discovered that I had been telling the truth.  A resident was found to have opened the door right after I had done the security checks.
Faris, (2019) in Effects of Negative Communication in the Workplace states that, a business is responsible not only for its leaders’ behaviours, but for daily behaviours that happen between employees.  To protect your company, create documented policies regarding discrimination, bullying and harassment – and follow them closely if you need to act.  Require employees to sit in on training, whether virtually or in person and have them sign a statement that they are aware of the company’s stance on harassment.

SOLUTIONS TO POOR COMMUNICATION
Find ways to communicate regularly without making it tedious, particularly if you have younger employees who find routines difficult.  You can have regular staff meetings without making them weekly.  Have one to one meeting throughout the month.  Ask employees if they would like to get updates via text messages on their smartphones. 
Find ways to solicit feedback from employees.  This facilitates two-way communication and lets employees know their ideas are important.  Managers gain new ideas as well as insight into employees’ jobs.
Listen Closely; listening is as much a communication skill as speaking or writing. As a manager, when you set aside time for employees, do not answer telephone calls or glance at email notifications during your conversation.  Let the employee speak without interrupting, even if you know you are going to disagree with his position, or you have personal biases.  The better your reputation as a good listener the more comfortable employees will be about communicating.
Lead by Example; Employees need to know that their managers are credible and will follow through on what they say.  Management can establish credibility by promising only what they can deliver and admitting when they are wrong.  Employees should be credited for their contributions and never mocked for their ideas, particularly in front of others.  Managers also how they stand, to their facial expressions indicates an openness and willingness to communicate (Johnson,2018).
Managers must create a culture of respect by paying attention to what employees are saying, this shows respect and contributes to effective communication. When managers are supportive and provide motivation, it encourages people to produce their best efforts.  Helping when someone is struggling or doesn’t feel comfortable asking for help, shows employees that you care for them, not just as employees and co-workers but as individuals and demonstrates empathy.

CONCLUSION:
I have concluded that communication is an integral part in all walks of life, in the work place and in personal relationships.  Verbal and non-verbal messages are as important as each other.  Listening effectively is very important because it shows respect for the other person and paraphrasing avoids misunderstanding. Managers must be able to listen without bias and attentively and lead also by example for the good of all their employees. 
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