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[bookmark: _Toc522895529]Introduction
Workplace is a challenging place for employees to effectively and efficiently perform their daily duties to help the organization achieve their goals and objectives. The success of every organization depends on the employers and the employees working for it with all their efforts. Communication plays an important role for the success for any organization. Communication theory states that communication involves a sender and a receiver (or receivers) conveying information through a communication channel (Adair, 2003). Communication does not only happen internally in the organization as it also happen externally with the suppliers, wholesalers, retailers, customer and many more. If organizations want to improve themselves then they need to follow effective mode of communication and solve all issues that arise due to miscommunication in the workplace. 
In this report, I am going to discuss about my friend Rachel who works for HSBC bank. She works as a client service executive in the bank. She had to communicate with the clients over the phone and solve all their queries and complaints. She also needs to communicate with her line manager to solve all the complex queries of the clients and provide regular feedback regarding the overall experience of the day. As she works in the client service section, she needs to provide service, which is the first priority and she also, needs to cross sell products to customer like selling of loans, credit card, account openings, term deposits etc. Therefore, this report is dedicated towards the working and communication experience of my friend Rachel in the context of a bank. 
[bookmark: _Toc522895530]Process of Communication
According to my friend Rachel, there are different process of communication explained by her. She had the experience of both oral and written communication but most of the time it was oral, she was a client service executive, and she had to talk for long hours with the customer over the phone. There are different types of written & oral communication that organization follows for several purposes.

Verbal Communication- This is the most important mode of communication for Rachel in the organization. She used to work on roaster basis and the shift was for 8 hours every day. Among the 8 hours, she used to get break for 1 hours and therefore in the remaining 7 hours she had to provide service to the clients over the phone. She needed to know the proper use of words related to banking to solve all the difficult and easy queries of clients and provide solution to the client’s complaints. She had to communicative with the colleagues and her line manager whenever she needed any help to serve the clients (Morgan, 2016). 
Email- Another important mode of communication was through email for Rachel. As she had to talk over the phone for long hours, she could communicate with the stakeholders through email. She needed to write emails that are short and understandable to everyone and the email has been sent to stakeholders who could provide her with feedback required. The email communication happened internally as well between her colleagues and the manager regarding different banking issues that needs a solution. 
Letter- This is the most common type of written communication method that is followed by many organizations. Rachel used the letter for different business purposes that included proposals, resolving various issues that arise while doing business, banking information or considering issues. The letter includes proper word format that makes any big issues in a brief & proper utilization.
Informal Communication- Rachel used informal communication in her organization as well. There are various methods that Rachel used to communicate informally in the organization.
•	Eyes
•	Face to face
•	Proximity
•	Posture
•	Gesture

Rachel mostly used these informal methods inside the organization with her colleagues, line manager, and other employees in the organization. Uses of proper gesture while communication face-to-face and maintaining proper eye contact was important while communicating every day for Rachel. The use of right body posture was important to make the conversation more lively and giving it a positive vibe. However, informal communication is not as effective as written communication as it provides and proof which can be used for future references. 
[bookmark: _Toc522895531]Importance of Communication in the Organization
Rachel works in an organization where communication is the main source of earning in their department. As a client service executive, she had to communicate with the clients over the phone and maintain good communication within the workplace. She shared most of her experiences with me as we were like best friends and described some key points regarding the importance of communication (Hasson, 2012). 
· Communication helps to create good work relationship among employees.
· Proper communication means the employees will be able to share their feelings with the top management and the management will provide them with proper feedback, which creates better understanding among them.
· Proper communication creates a healthy work environment and makes things easier. 
· Good communication skill was the first priority in Rachel’s organization as she worked at client service department.
· Miscommunication among the employees and with the clients would create more hassle and higher chances of getting complaints. Therefore, proper communication with correct information was important for overall success of the organization. 
· Communication reduces the gap between the top-level employees and lower level employees thus hierarchical problems in the organization can be reduced.


[bookmark: _Toc522895532]Conflicts in the Organization
Rachel had faced different issues due to communication in the organization and it created several problems both internally and externally due to miscommunication. There were some customer who tried to create conflicts intentionally over the phone and this demotivated her most of the times. There were some employees in the organization who created issued with her as well with improper methods of communication. 
[bookmark: _Toc522895533]Personal problems due to communication
As Rachel used to talk over the phone with different group of clients, so she faced problem of focusing for long time and using proper words for communication for longer periods. She often used to get bored and when there was work pressure then her voice tone showed lack of interest to talk and the line manager of Rachel communicated this to her. Sometime she lost her control of anger and behaved in an improper way with the colleagues, this created conflicts, and they even complained about Rachel to the line manager. 
[bookmark: _Toc522895534]Communication Problems in Organization
The main communication problem raised in the organization due to lack of cooperation from other employees in the organization. As the job itself requires talking, with the clients over the phone for longer periods so employees find so little time to communicate among themselves and it created a communication gap between them. There were times when junior employees needed help from senior employees when faced with difficult problems but they were less cooperative and showed attitude and ego which created further conflicts between them. 
There were problems with different software used by Rachel while providing services to the clients but the managers were sometime less cooperative as they were little bit biased regarding who them want to help and who they want to avoid. This happened due to lack of communication and Rachel was a sufferer as well in the workplace. 
Another issue faced due to communication was not being able to communicate with the top management. The top management as well as the HR did not have enough importance to the client’s service executives and did not provided solution to their problem, as they were only concerned about organization benefits and less concerned about the employee’s needs and wants. Therefore, it created more communication gap, lack of motivation occurred, and many employees left the job as well (Thill & Courtland, 2013). 
[bookmark: _Toc522895535]Different Models of Communication in Rachel’s Workplace
Here we can see the basic model of communication that takes place in most of the organization. This model consists of various factors, which will reflect the experience of communication Rachel faced in her organization. The linear model of communication is the most common and updated version of the model that is used everywhere (Cottrell, 2011).
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Figure: Linear Model (Businesstopianet, 2018)

· Sender- It is the person who send a message to another individual or a group of people. Rachel had to deliver the messages over the phone to the clients and she always used some channels of communication like oral, written, email and letter to send messages to clients and stakeholders of the business (Businesstopianet, 2018).
· Encode- As Rachel decided what message to send to the clients or the stakeholders of the business, therefore she had to take thoughts, emotions and messages into words that will be understandable to everyone (Businesstopianet, 2018).
· Message Channel- The most important part of a communication is deciding on the channel by which the message with pass through from the sender to the receiver. There are various channels used by Rachel such as verbal, telephone, voicemail, email, letter, online etc. 
· Decode- After sending a message properly by Rachel, it is the time for the clients of the managers or employees to understand them and make a meaning out of the words. Through proper use of words by Rachel it will be easier for the receiver the understand the message and make a meaning out of it (Businesstopianet, 2018). 
· Receiver- Receiver is the person who receives the message that has been communicated from one person to another. Receiver must listen properly to understand what Rachel said and make a proper meaning out of it. 
· Noise- In communication systems, noise is an error or undesired random disturbance of a useful information signal. There are different types of noise, such as physical noise, psychological noise, semantic noise, and of course, physiological noise (Businesstopianet, 2018).
· Feedback- After sending a message it is important to receive feedback and the feedback can be both positive and negative from the clients, colleagues, managers etc. 
[bookmark: _Toc522895536]Importance of Teamwork in the Workplace
Teamwork was important for Rachel’s organization as a total team effort could provide them towards the success. Teamwork is the collaborative effort of a team to achieve a common goal or to complete a task in the most effective and efficient way (Belbin, 2012). Teamwork helps to make the work simpler and easier for everyone and a total team effort ensure that all the goals and objectives of the organization can be improved. Some goals of the organization includes proper and efficient customer service, and some other objectives includes selling of products over the phone to the clients and as a team all the employees working for the organization should achieve that on a monthly basis. Teamwork creates synergy where the combined effect of the team is greater than the sum of individual efforts. While working as a team, the entire team member should understand their specific team roles and perform their role with sincerity and responsibility (Belbin, 2012). 
[bookmark: _Toc522895537][bookmark: _Hlk513031705]Analysis & Findings 
After knowing the overall experience of Rachel working as client service executive in the HSBC bank, I clearly understand that effective communication is important in the workplace. Here is some finding from her overall working:
· Communication makes everything easier and simpler; therefore, a complex task can be solved with effective communication among the managers and the employees. 
· Verbal communication is the most important communication in any kinds of organization that make the authenticity of the information.
· Effective communication is important for her organization as she works in the client service department of the bank and improper communication would create misunderstanding and ruin relationship between the clients and stakeholders of the organization. 
· Teamwork plays a vital role in achieving the goals and objectives and improving the work environment in the workplace. 
· There are conflicts in the workplace due to lack of communication with the top management, which can be improved with effective communication and feedback. 
[bookmark: _Toc522895538][bookmark: _Hlk513031727]Improvements in Communication Skill & Performance
I was able to find out necessary improvement that can be done to have effective communication and improve performance of employees in workplace. Some of the steps are given below:
· Keep the words short and simple while communication and making sure not to use harsh words.
· Employees need to stay cool and calm while communicating with the clients and internally with the managers and colleagues. 
· Employees need to use proper body language and maintain eye contact to make to communication experience more fruitful.
· The top management should take initiatives to actively listen to employees opinion and provide them regular feedback and motivation to communicate and perform well.
· While communicating employees need to treat everyone equally and should communicate and cooperate with others the organization which will improve the relationship among them. 
[bookmark: _Toc522895539]Conclusion
In the end of the report, I would like to finalize by saying that the importance of communication is much needed in every organization. For an organization that provides services to its clients’ needs to have proper knowledge and skills for communicating well both internally and externally. I learned a lot from my friend Rachel as she shared her overall experiences so far regarding communication in her workplace and I have learned how communication can easily make or break an organization. As without proper communication, it will not be possible to achieve all the goals and objectives of the organization. 
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