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[bookmark: _Toc523205404]Introduction
The skills or ability of a person use to convey, share, or exchange information is called the communication skills. This skill facilitates a person to effectively communicate with the other person or higher authority in the business organisation effectively. In this modern era, employees required to have verbal and nonverbal along with written communication skills to ensure that the required information is shared with the particular party effectively (Brown, Owens & Bradley, 2011). The communication skills also include the skills to use several tools and technology used in the communication or information sharing within the organisation or outside the organisation (Gravells, 2010). interpersonal communication is most important types of communication skills required in the organisation as employees has to communicate and share information in every moment with the superior, colleague, and subordinate. Along with oral communication skills, employees have to be good at written communication as employees have to prepare report and communicate with the party outside the organisation via report and email (Gopal, 2009). Today, communication is the key for every business decision and without proper communication proper decision can’t be made and for this reason an employee should be good at communication skills.


[bookmark: _Toc523205405]Communication skills 
Communication skills use to share or exchange information between employer and employees, employees and employees, and with other parties outside the organisation. An employee should be good at communicating with other individuals in the organisation to effectively perform his or her duties (Gravells, 2010). Employees should be good at interpersonal communication as well as written communication to effectively perform the duties of a certain post or position. 
[bookmark: _Toc523205406]Importance of communication skills 
The research on communication skills and employees productivity has shown that the workplace communication is beneficial for employee productivity. It has been found that employee who is good at communication skills is performing well comparatively (Brown, Owens & Bradley, 2011). On the other hand, it has been also found that the upward and downward communication is beneficial for the employees’ job satisfaction. If there are positive upward communication and downward communication, employee fell more motivated and satisfied in their work. 
Besides those, communication skills reduce employees’ turnover rate and absenteeism through improving productivity and job satisfaction. When there are proper communication in the organisation employee feel motivated and the rate of employee turnover and absenteeism decreases. Along with this, the communication skills help employees to collect and share authentic information and based in this employee are able to take the right decision for the organisation as well as for him. 
For example- In McDonalds, employees to perform well have to be good at communication skills as they required to communication with several clients in every day. Besides those, employee should be good at especially in interpersonal and written communication as both written and oral communication is used to communicate between employer and employees, employees and employees, and employees and clients or customers (Gopal, 2009).  Employees through written communication skills provide information related to the requirement of raw material, product, demands, and so on. 
[bookmark: _Toc523205407]Interpersonal communication
The process of communication within which the information, feelings, or son on are exchange by the use of verbal or nonverbal communication approach in the face to face communication way (Gopal, 2009). It is not just the word said rather than it includes language, tone of voice, body language, how it is said, and so on. 
[bookmark: _Toc523205408]Elements of interpersonal communication
Interpersonal communication includes several things and they are-
Body language: The body language is one of the key facts in interpersonal communication and due to different body language the meaning of communication can be changed. In order to ensure proper interpersonal communication, it is necessary to ensure proper body language (Wilkins, Bernstein & Bekki, 2015). In McDonalds, the employees are provided with the training on the interpersonal communication where employees are providing with the training on the body language. 
Active listening: Active listening is essential in interpersonal communication and it determines the success or failure of communication in great extent (Gravells, 2010). Employees should be active listener and should listen to the counterparts to ensure proper sharing of information and exchange of feelings. McDonalds provide proper importance on the employee’s ability of active listening so that they can know what actually clients want. 
Personal presentation: Personal presentation is also another important element through which various important information and topics are presented to the higher authority and clients for the purpose of achieving business objective. An employee to ensure proper career should be well at personal presentation (Wilkins, Bernstein & Bekki, 2015). In McDonalds, special concentrations are provided to the personal presentations skills of the employees. 
Context awareness: In interpersonal communication, it is necessary to aware about the context or situation within which the information is shared or communication occurred. In McDonalds, through seminar and workshop employees are provided about the importance and use of context awareness in interpersonal communication. 
[bookmark: _Toc523205409]Use of interpersonal communication 
Interpersonal communication is used in the organisation to have proper understanding of the demands of the customers as well as the needs of the employees (Witteman, 2007). Through interpersonal communication, it is tried to influence the behaviour of the employees, customers, and managers. Employees at different level should have interpersonal communication to share or collect information to ensure the proper decision which will be based on the authentic information (Wilkins, Bernstein & Bekki, 2015). On the other hand, interpersonal communication also used to understand employees and customers mental situation and to provide or get mental support. 
According to Telang & Deshpande (2016), In McDonalds the interpersonal communication is used to-
1. Collect, share or exchange information,
2. Understand and Influence the behaviour of subordinates, superior, and clients,
3. Manage the relationship with different parties outside or inside the organisation,
4. Understand customers’ needs and to communicate own needs,
5. Provide mental support and gain maintain support,
6. Select the best alternatives from the varieties of alternatives or to take the appropriate decision.
7. Solve problems,
8. Decentralise the authority and responsibility, and 
9. Perform the duties of particular job effectively etc. 


[bookmark: _Toc523205410]Written communication 
In business organisation, employees have to communicate with the other employees, managers, and outsiders in written means (Gopal, 2009). The communication which includes written methods is called written communication. For example- Employees in the McDonalds requires preparing reports and leafleting and thus they communicate with the customers and others in the organisation through the use of written communication (Telang & Deshpande, 2016). In written communication, it is necessary to follow proper format and structures to ensure effective written communications.
[bookmark: _Toc523205411]Types of written communication
There is several way of communicating with the different parties of the business and they can be differentiated in the following ways.
[image: ]
Figure: Different types of written communication. Source: (Gopal, 2009).
[bookmark: _Toc523205412]
Format and structure of written communication 
There is distinct structure which is required to follow in the written communications. For example- there are distinct structure of report writing, business latter, memos, proposals, and such other tools of written communications (Gravells, 2010). Employees to communicate successfully via written communication, it is necessary to use proper format and structure of written communication. In the following the structure of some of the written communication tools has been provided.
Structure of report: 
[image: ]
Figure: Structure of business report. Source: (Brown, Owens & Bradley, 2011).
A business report should include title page where the title of the report will be presented and then a letter of transmittal through which the context of the report are communicated with the recipient. Through table of contents an idea has been provided about the topics which is included in the report and through executive summary a summary of the topics and findings also included (Mascle, 2013). Introduction includes the concept of the topics that is included and main body includes the main topics in details and conclusion includes the findings and the comments based on the whole report. Appendix and references are the part through which the sources of several information and documents are added. 
Structure of business letter:
[image: Image result for structure of business letter] 
Figure: Business letter. Source: (Mascle, 2013).
In the following, a sample structure of business letter has been presented in the following where we can see that the business letter should include the following-
	Structure of business letter

	1. Data,

	2. Recipient address, 

	3. Reference line,

	4. Salutation,

	5. Body,

	6. Closure, 

	7. Signature and title, and 

	8. Enclosure 


Figure: Structure of business letter.
So, the written communication should base on the specific format and structure to ensure proper communication. 
Use of written communication 
Written communication is used as important documents or proofs for the business communication. Through written communication, it is easy to communicate clearly and specifically. According to Telang & Deshpande (2016), In McDonalds the written communication is used-
1. To Communicate effectively,
2. To Share information, 
3. As a proof,
4. To understand employees demands,
5. To communicate with the internal as well as outside parties, and 
6. To provide better view of the context.


[bookmark: _Toc523205413]Strategies for improving clarity of expression, grammar, syntax and punctuation
To improve clarity of expression, grammar, syntax and punctuation an employees can use the following strategy-
1. Reading: Through reading an employees can improve the grammar, syntax, and punctuation (Gravells, 2010). The individual with a goal to improve grammar and punctuation should read a lot and should concentrate on the grammar, syntax, and punctuation so that he or she can improve the grammar, syntax, and punctuation.
2. Academic course: An individual to improve the clarity of expression, grammar, syntax, and punctuation can attend different academic courses in the university, schools, and such other academic process (Mascle, 2013). Through academic process an employee got the knowledge and can improve the clarity of expression, grammar, syntax, and punctuation.
3. Practicing: An employee should concentrate on the grammar, syntax, punctuation during reading and should practice those during writing and thus an individual can improve the grammar, syntax, and punctuation (Telang & Deshpande, 2016). On the other hand, through proper practicing of oral communication it is possible to improve the clarity of expression. 
4. Proof reading: Through proof reading, the errors related to grammar, syntax and punctuation can be identified and thus can improve the grammar, syntax and punctuation (Wilkins, Bernstein & Bekki, 2015).
5. Communicating with more and more individual: Through communicating with more and more individual, it is possible to ensure clarity of expression in communication. 


[bookmark: _Toc523205414]Conclusion 
Communication skills are one of the most important skills which an employee should have to perform the job duties effectively. Employees should be good at interpersonal and written communication to effectively communicate with different parties inside or outside of the organisation. To communicate via written communication approach, it is necessary to use specific format and structure. An employee can improve the clarity of expression, grammar, syntax and punctuation through reading, practicing, proof reading, and communicating with more and more parties. 
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