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Executive Summary: Communication is the process of transmitting information and common understanding from one person to another. Communication in the workplace is critical to establishing and maintaining quality working relationships in organisations. This paper discusses the communication process, barriers to communication, and provides recommendation for employers to improve communication effectiveness. 
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[bookmark: _Toc522822546]1. Introduction
Communication is the process of sharing ideas, information, and messages with others in a particular time and place. Communication includes writing and talking, as well as nonverbal communication (such as facial expressions, body language, or gestures), visual communication (the use of images or pictures, such as painting, photography, video or film) and electronic communication (telephone calls, electronic mail, cable television, or satellite broadcasts). Communication can be defined as the process of transmitting information and common understanding from one person to another (Keyton, 2011). It is the creation or exchange of thoughts, ideas, emotions, and understanding between sender(s) and receiver(s). It is essential to building and maintaining relationships in the workplace. 
[bookmark: _Toc522822547]1.1 Communication Process 
Two common elements in every communication exchange are the sender and the receiver. Figure 1, reflects the definition and identifies the important elements of the communication process (McShare & Von Glinow, 2003). 
[image: ]
[bookmark: _Toc522822548]1.2 Importance of Communication in the Workplace 
Communication is the main source in the workplace to improve the productivity and perform the activities in an effective and efficient way. Some important points have been discussed below.
· Creates job satisfaction: Organisations which encourage an open and easy correspondence between seniors and subordinates face lesser employee turnover. If the work environment is friendly, it motivates the employees to work better and makes them feel valued in the organisation. Thus, effective communication in the workplace helps in building loyalty and trust which eventually attributes to greater job satisfaction. 
· Lesser conflicts: If the communication is open in the workplace then it can help prevent and resolve many conflicts. Workplace conflicts are easily resolved through open and clear communication and mutual discussions; this can lead to personal and professional growth.  
· Increases productivity: Effective communication at work is the most important issue for the success and failure of an organisation. Every organisation has a set of clearly defined goals, objectives and vision. If an employer is clear in his/her communication, the subordinates will know exactly what the organisation wants and thus, will be able to deliver the same to the best of their abilities. 
· Formation of relationships: Open communication, whether between the employees and employers or between the management and employees, leads to the formation of better personal and professional relationships. This makes the employees feel genuinely cared and valued for, and they are more likely to remain loyal to the organisation. 
· Proper utilisation of resources- If an organisation faces problems, crisis and conflicts due to miscommunication between the staff members, it causes unnecessary delays in the daily work. This leads to wastage of resources and lowers the overall work productivity. So an environment of good communication is a must for any organisation to better utilise its resources and increase productivity. 
[bookmark: _Toc522822073][bookmark: _Toc522822112][bookmark: _Toc522822170][bookmark: _Toc522822204][bookmark: _Toc522822293][bookmark: _Toc522822484][bookmark: _Toc522822549]However, there are some obstructions in effective communication within an organisation which are described as follows. 
[bookmark: _Toc522822550]1.3 Barriers of effective communication with an organisation
Environmental Barriers 
[bookmark: _Toc522822074][bookmark: _Toc522822113][bookmark: _Toc522822171][bookmark: _Toc522822206][bookmark: _Toc522822251][bookmark: _Toc522822295][bookmark: _Toc522822486][bookmark: _Toc522822551]Environmental barriers are characteristic of the organization and its environmental setting. For example, competition for attention and time between senders and receivers. Multiple and simultaneous demands cause messages to be incorrectly decoded. The receiver hears the message, but does not understand it due to inadequate attention paid to the message; the receiver is not really “listening.
[bookmark: _Toc522822075][bookmark: _Toc522822114][bookmark: _Toc522822172][bookmark: _Toc522822207][bookmark: _Toc522822252][bookmark: _Toc522822296][bookmark: _Toc522822487][bookmark: _Toc522822552]Additionally, Time is another barrier. Lack of time prevents the sender from carefully thinking through and thoroughly structuring the message accordingly, and limits the receiver’s ability to decipher the message and determine its meaning. Other environmental barriers include the organisation’s managerial philosophy, multiple levels of hierarchy, and power or status relationships between senders and receivers (Sanchez & Guo, 2005). 

Personal Barriers 
[bookmark: _Toc522822076][bookmark: _Toc522822115][bookmark: _Toc522822173][bookmark: _Toc522822208][bookmark: _Toc522822253][bookmark: _Toc522822297][bookmark: _Toc522822488][bookmark: _Toc522822553][bookmark: _Toc522822554]Personal barriers arise due to an individual’s frame of reference or beliefs and values. They are based on one’s socio-economic background and prior experiences and shape how messages are encoded and decoded. One may also consciously or unconsciously engage in selective perception or be influenced by fear or jealously. For example, some cultures believe in “do not speak unless spoken to” or “never question elders”
1.4 Overcoming Communication Barriers
Although there are some barriers to effective communication but these can be overcome by the following ways. However, positive actions are needed to overcome these barriers Longest et al (2000). 
· Environmental barriers are reduced if receivers and senders ensure that attention is given to their messages and that adequate time is devoted to listening to what is being communicated. 
· A management philosophy that encourages the free flow of communication is constructive. 
· Reducing the number of links (levels in the organisational hierarchy or steps between the sender and the receiver reduces opportunities for distortion. 
· The power/status barrier can be removed by consciously tailoring words and symbols so that messages are understandable; reinforcing words with actions significantly improves communication among different power/status levels. 
· Using multiple channels to reinforce complex messages decreases the likelihood of misunderstanding. 
[bookmark: _Toc522822077][bookmark: _Toc522822116][bookmark: _Toc522822174][bookmark: _Toc522822209][bookmark: _Toc522822255][bookmark: _Toc522822555]2. Improving communication process within an organisation 
· Defining goals and expectations: Managers need to deliver clear, achievable goals to both teams and individuals, outlining exactly what is required on any given project, and ensuring that all staff are aware of the objectives of the project, the department and the organisation as a whole.
· Clearly deliver the message: Ensure the message is clear and accessible to intended audience. 
· Choosing the medium carefully: Once message has created then its need to ensure delivered in the best possible format. While face-to-face communication is by far the best way to build trust with employees, it is not always an option. Take time to decide whether information delivered in a printed copy would work better than an email or if a general memo will suffice.
· Keeping everyone involved: Ensuring that lines of communication are kept open at all times. Actively seek and encourage progress reports and project updates. This is particularly important when dealing with remote staff.
· Listening and show empathy: Communication is a two-way process and no company or individual will survive long if it doesn’t listen and encourage dialogue with the other party.
[bookmark: _Toc522822556]The following part of the report has prepared based on the real life experience of Mr. Paul who has been working in the company named SSP Group Plc since 2008. The following multiple questions have been asked to Paul in order to provide a real life experience in this report to more about the communication within the workplace. 
3. Questionnaires for Paul
Please fill in the answer that best fit your experience when dealing with communication
within this organization.
1. Which best describes your impression of communications within this organization?
a) Keeps us fully informed
b) Keeps us fairly well informed
c) Keeps us adequately informed√
d) Gives us only a limited amount of information
e) Doesn't tell us much at all about what is going on
2. How do you feel about the information you receive?
a) I can almost always believe it
b) I can usually believe it
c) I can believe it about half the time√
d) I usually can't believe it
3. I have the information I need to do my job.
a) Strongly Agree
b) Agree
c)  Neutral√
d) Disagree
e) Strongly Disagree
4. How would you rate your supervisor's communication skills?
a) Excellent
b) Very good
c) Good
d)  Fair√
e) Poor
5. From which of the following sources do you usually receive most of your information?
a) Bulletin board
b) Company Newsletter (Intranet) 
c) My supervisor√
d) Unit leader√
e) Group meetings
f) Company e-mail√
6. Overall, how satisfied are you with the communications within this organization?
a) Very Satisfied
b) Satisfied
c) Neutral√
d) Dissatisfied
e) Very dissatisfied
7. I feel confident that management considers my ideas and/or concerns.
a) All the time
b) Some of the time√
c) Undecided
d) Almost never
e) Never
8. Whenever there is a change within the organization, my supervisor 
a) always inform me
b) inform me most of the time√
c) almost never informs me
d) never informs me
9. The information that I receive from my supervisor is consistent with the information
received from other supervisors.
a) Strongly Agree
b) Agree
c) Neutral√
d) Disagree
e) Strongly Disagree
10. How long have you been employed within this organization?
a) 1 year or less
b) 2-5 years
c) 6-9 years√
d) 10-15years
e) 16 or more years
On the basis of Paul answered questions, the communication process of management of SSP Group Plc is fairly satisfactory. Further recommendations have provided from this above findings.
[bookmark: _Toc522822557]4. Recommendation
Communication depends on the ability not only to send but also to receive messages. So the ability to listen effectively greatly enhances the communication process (Lunenburg, 2010). But many of us are not good listeners. Effective listening skills can be developed, however. Kneen (2011) proposes ten guidelines for good listening: 
1. Stop talking: People cannot listen if they are talking. Therefore, employees and emploers should listen each other when they communicate.
2. Put the talker at ease: Help a person feel free to talk. This is often called a permissive environment. 
3. Show a talker that you want to listen: Look and act interested. Listen to understand rather than to oppose. Listening requires two ears, one for meaning and one for feeling. 
4. Empathize with talkers: Try to help each other to see the other person's point of view. 
5. Be patient: Allow plenty of time. Do not interrupt a talker. Do not start for the door or walk away. 
6. Ask questions. This encourages a talker and shows that the counter party is listening. It helps to develop points further. 
Furthermore, the supervisors can also following communication techniques can be used by any leader to increase the level of internal communication in the company and therefore the level of the company's efficiency.
· Find out if those listening to you hear what you say and interpret it correctly. One way of doing this is to ask questions that will show the understanding level of those with whom you are speaking. If you are addressing a group meeting, allow time at the end of the meeting for questions. 
· Share information with employees whenever possible. One of the most sensitive areas in management involves how much company information should be shared with employees. Many feel that information should be given on a need-to-know basis. Their reason is that information given loosely can result in company secrets getting out to the competitors.
· Supervisors can also share information with the employees through weekly and/or biweekly meetings. The supervisor should include in their meetings any information that is bringing about a change within the organization. If representatives and/or unit leader have questions about other personnel issues the supervisor should direct the customer service representatives to the correct source that can give them an answer.


[bookmark: _Toc522822558]5. Conclusion 
Communication in the workplace is critical to establishing and maintaining quality working relationships in organisations. As a process of transmitting information and common understanding from one person to another, effective communication in the workplace is important because every administrative function and activity involves some form of direct or indirect communication. Consequently, to improve the effectiveness of communications, administrators must develop an awareness of the importance of sender's and receiver's responsibilities and adhere to active listening skills. Effective communication skills in the workplace will improve an management’s ability to be a strong leader. Employers should therefore create an environment wherein problems, plans, issues, opinions, thoughts and ideas pertaining to work, are discussed and handled in a professional, proficient manner through positive and effective communication. 
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Figure 1: The Communication Process
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