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Task: Based as much as possible on your own or a friends’ real-life experience, discuss how well employers perform at communicating. Using your findings, and what you know from theory, reach some firm conclusions as to how workplace communications and performance of employers can be improved.

Communication

Communication in the workplace between colleagues and employers can take many forms. It is an essential component of success in the workplace. Good communication between employers and employees can ensure good performance, increased morale, commitment and dedication from employees. Communicating well helps prevent misunderstandings, and in turn eliminate problems. Open communication enables efficiency and the process of tasks and projects are carried out smoothly.
Regarding a conflict at work, I have an incident I can relate. I am on a secret group for mothers of 9000+ women on Facebook where we discuss and share our motherhood and daily life activities. We share words of wisdom, experiences good and bad, kids school life and basically everything that can occur in the life of a mother. 
So, one day while browsing I see this post………
‘Had an awful experience at Asda Isle of Dogs yesterday. We got to the checkout and the lady scanned my son’s nappies a few extra times. I told her that they are 3 for £12 and she said ‘’just let me get on with it and don’t tell me how to do my job.’’ I was holding my baby next to the till and she said (very rudely) ‘’you need to move back, you are in the way.’’ At the end I put my card in and asked for cashback. She sighed and said, ‘’you need to tell me if you want cashback before you put your card in - its not my job to do this anymore.’’ At this stage I asked what her issue was and why she felt the need to be rude and she said, ‘’I knew someone like you would cause a problem, that’s what you people do,’’ I asked her to clarify what she meant when she said ‘’someone like me’’ and she said ‘’always causing trouble.’’ At this point everyone was looking so she gave me my receipt and said ‘’Ok, thank you, goodbye.’’ I took the receipt and said, ‘’Thank you and good luck with the complaint you are about to receive.’’
I complained to the manager there and then. She was very understanding and said she will speak to her. I said is that all- how will I know the outcome is appropriate and she said that it is confidential. Then she gave me a £5 voucher. My husband said I should have made a bigger deal of it as her behaviour was unacceptable- I’m not sure...what do you think?’



My brother was the store manager of this branch so immediately I contacted my brother and explained the story and showed him the post. He asked me to ask the lady to go and meet him in person at the store. I arranged a mutually convenient date and time for them both to meet. 
The outcome of the meeting was very positive as the customer was very happy in the way the store manager dealt with the complaint which further restored her confidence in management of customer services for this well-known supermarket retailer.
It was imperative to get this resolved to the customer’s satisfaction as she was on this social media forum of 9000+ people as well as a personal blogger. Having so many followers on social media would have made this a big ‘racist’ exchange that took place in one of the UK’s top supermarkets. Her dissatisfaction with the assistant managers resolution of her complaint was unsatisfactory so her plan was to contact Head Office where the complaint would become official and the branch would be under investigation.
As there were witnesses to the incident, but no actual ‘racist’ words were used, they were certainly implicated it could not be proven that she was directly racist to the customer. So, the staff member in question was given a written warning because she contravened the supermarkets code of conduct in relation to customer service. She was to receive further coaching in customer services before dealing with the public again.
Now this customer was very pleased at the outcome as she did not want this staff member to behave similarly with other people in the future so wanted it dealt with appropriately. The manager reassured her the incident would be investigated and if proven then appropriate disciplinary procedures would be followed against the accused member of staff. The customer was given a £20 goodwill voucher and she was told she would be contacted in due course with the findings of the investigation. 
In this incident I find listening helped the most as the customer wanted to be heard. Secondly communication was the key between the manager and customer as well as the manager and the member of staff. Due to this we had a positive outcome to what could have become nasty publicity for this supermarket.
Asda’s code of conduct is:
“Harassment is conduct which inappropriately or unreasonably interferes with work performance, diminishes the dignity of a person or creates an intimidating, hostile or otherwise offensive working environment based on an individual’s legally protected status. Verbal, visual or physical conduct of a sexual nature is not acceptable in the workplace and may be determined to be sexual harassment. 
We also prohibit other forms of harassment based on an individual’s legally protected status, such as:
Using slurs or negative stereotyping 
Verbal kidding, teasing or joking
Intimidating acts, such as bullying or threatening
Any other conduct that shows hostility towards, disrespect mistreatment of an individual based on their legally protected status.
Harassing conduct in the workplace such as that described above is prohibited regardless of whether it is welcome or not, regardless whether the individual’s involved are of the same sex, sexual orientation, race or other status. Again, Walmart prohibits retaliation and will not terminate, demote or otherwise discriminate against colleagues for reporting concerns.
We believe in maintaining a working environment free of inappropriate conduct such as obscene, profane, gross, violent, discriminatory, bullying or similarly offensive language, gesture or conduct. Walmart will not tolerate such conduct, which violates, our belief of respect for the individual”


As we can see from their policy they take racism of any form very seriously. In this case, negative stereotyping tool place between the employee and the customer. As the manager handled the complaint to the customer’s satisfaction the matter was closed otherwise if the customer insisted the matter could have gone further to Walmart house where it would become a formal investigation.
This is a great example of communication between the manager, the employee and the customer. The manager communicated effectively with the customer first by arranging face to face meeting instead of a phone call or even an email.
The customer would have felt important and that she was actually being listened to rather than fobbed off with a phone call or an email. This is the reason why she accepted the managers explanation instead of taking matters further. 


So we can see that in a leadership role effective communication is imperative. The age old saying ‘its not what you say, but how you say it’ explains clearly the effects good communication can have. 
Communicating well with a team helps to prevent misunderstandings, and can encourage a healthy, positive and peaceful working environment.
Effective communication in the workplace
Open meetings enables team members to communicate effectively via face to face meetings. This is still one of the best approaches to communicate effectively as one can get their point across and clear any misunderstandings straight away.
Emails are yet another potent form of communication in an office environment. It enables members and colleagues to pass information without moving from their workstations.
One to One Studies have shown that some people understand better when they are spoken to face to face on a one to one basis. It is important to maintain eye contact and ensure they have understood the purpose of the meeting.
Create a receptive atmosphere it is important to maintain a relaxed atmosphere so team members do not feel intimidated or be treated in a harsh manner. 
Job Training provides tailored training emphasising communication information will motivate members especially when included as part of their appraisal.
Confidence and seriousness it is important for leaders to deal with team members and colleagues with confidence and authority. If this is lacking then members will not respect or take their leaders seriously.
Simple language  in the form of easy to understand and direct communication is necessary as not all team members will be at the same level of vocabulary.
Listen to team members communication works two ways. One must also listen to their team members and encourage them to open up so there is trust and empathy between all members.
Body Language mastering the art of body language will pass the message before words come across. It is necessary to learn and master this.
Set an example rather than dictating. It is better to set an example so others follow without dishing out commands.
Be humorous In the same method it is more productive to use friendly jokes and and humour to prevent tension and harsh environments.
Encourage feedback Leaders and team members should not just talk and walk away. Encourage questions and feeback. This will also inform you if your message has been understood. 
Be appreciative After every communication session,   it is important to thank the audience for their time. The point of working in a team is to share ideas and boost productivity, so appreciation will encourage more involvement and improve morale.










Conclusion
I have come to the conclusion that in order to communicate effectively in the workplace it is important to listen, listen and listen. Leaders and colleagues alike can work better together if they listen and understand each other well. 
A friendly environment with set rules and regulations which everyone adheres to will maintain an efficient and relaxed atmosphere for people to work in. Leaders need to be friendly and not harsh dictators but rather on a level with their team members. 
A friendly hello and asking after a colleagues health and well being will improve morale and develop a friendly relationship between colleagues as they will feel valued.
Another way to improve communication would be to make team members feel human rather than robots who we just work with. Tone of voice is important as well to put others at ease. 
The ‘workplace’ does not have to be just that. By everyone helping each other out and looking out for each other can greatly impact the way we communicate in the workplace. 
When colleagues and team members help and understand each other an environment of commitment and dedication is created. To further improve morale leaders should have regular appraisals discussing colleague achievements and pointing out where improvements can be made. This will develop a friendly relationship between the members and encourage further discussion. 
Also any bad feelings can be brought to light with this sort of informal regular face to face meetings and acted upon accordingly. This will also make leaders approachable so even personal matters can be discussed. In this way if a colleague is under personal stress they may approach their leaders and colleagues for help or even a shoulder to lean on. This will also enable others to understand and commiserate if someone is underperforming to due to personal circumstances. 
A positive attitude and a smile goes a long way to starting a day at work......
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