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INTRODUCTION

Communication can be interpreted in many ways. “It can be put in three basic categories: 
Verbal communication - you listen to a person to understand their meaning. Verbal communications have the advantage of immediate feedback, they are best for conveying emotions, and can involve storytelling and crucial conversations.
Written communication – you read their meaning. Written communications have the advantage of asynchronicity, of reaching many readers, and are best for conveying information.
Non-verbal communication – you observe a person and infer meaning. Both verbal and written communications convey non-verbal messages through tone; verbal communications are also a form of body language, eye contact, facial expression, posture, touch and space”. (Principles of Management, 2015).
“The main steps inherent to all communication are:
* The formation of communicative motivation or reason.
* Message composition (further internal or technical elaboration on what exactly to express).
* Message encoding (digital data, written text, speech, pictures, gestures).
* Transmission of encoded message as a sequence of signals using a specific channel or medium.
* Noise sources; natural forces and in some cases human activity (both intentional and
   accidental) begin influencing the quality signals propagating from sender to one or more receivers.
* Reception of signals and reassembling of encoded message from sequence of received signals.
* Decoding of the reassembled encoded message.
* Interpretation and making sense of the presumed original message”. (Shannon and Weaver, 1999).
[bookmark: _GoBack]“Workplace communication is very important because it allows companies to be productive and operate effectively. Employees can experience an increase in morale, productivity and commitment if they are able to communicate up and down the communication chain in an organisation”. (Lombardo, 2003)
In this report, the aim is to analyse how well employers perform at communicating and how it can be improved in a workplace. Therefore, I will be discussing from my own life experience and that of others. More so, to give an understanding of real-life situation.





                                                                                                                                                                                                                                                                                                                                                             
Verbal communication

Verbal communication takes place in various ways: telephone, online, media, voicemail and face-face. Most workplace, employers and employees use these methods to get message across. Consequently, it is likely that sometimes communication error can take place through these circumstances.  
An incident took place at work, where I was a receptionist in a Health and Fitness Club. The head manager left a voice message to the assistant manager about the absence of an employee, but in fact, the message was sent but not received or heard by the assistant manager. Everyone expected the ‘absent’ staff to come and open office in the morning. When we showed up the following day, there was a chaos with the clients of The Health and Fitness Club waiting outside in a queue to be let inside. Thus, made the clients upset and frustrated. However, we were able to resolve the problem and conflict this caused through verbally communicating to the members of the club.
It was the misconception of the manager to assume the assistant manager had received the message. In this incident, the manager should have recalled and confirmed if the assistant manager received the message. If not, then a written form of communication should have been the second option, such as memo or e-mail sent to other staff acknowledging them of the absence.
The Shannon-Weaver Mathematical Model, (1949), provides an understanding of how messages are forwarded and received. Furthermore, gives the theory that; “communication is when message has been sent and read”.  Although, interpretive dynamics does not take this into account. Through their research they have concluded that, “communication is neither the transmission of a message nor the message itself”. However, “it is the mutual understanding originating with the receiver”. 
Communication should be effective in all place of work, as most oral communication is responded promptly. Employers must ensure that the messages are sent, received and understood. Therefore, a good oral communication is when employees return a message with a feedback. Feedback helps employers to know whether the message was communicated correctly, efficiently and effectively. Additionally, employers can train staff members to communicate better orally. As said by, C, Fleming “the only way that people can sense your intelligence and professionalism is through the effectiveness of your communication, what they hear you say, the attitude that is perceived, and the very sound of your voice”. (2010) 









Written communication 

Written communication involves writing: E-mails, letters, online, media, text message, memos, documents, reports, employee manuals, journals, diaries, bookings, accounts, book-keeping, register, training manuals, the list goes on. Furthermore, written communication skill gives the employers the ability to communicate to employees: colleagues, managers, managing directors, staff or the clients and customers in the communication chain efficiently through simple process such as E-mail or memos if they are communicating to more than one person. It allows employers to write to masses with information.
“Organisations bear economic, legal, and ethical obligations to provide useful information about the risks and benefits of their products, policies, and services. Failure to fulfil those obligations can be costly, as seen with Three Mile Island, Hurricane Katrina, Vioxx, and other cases when people believe that they have been denied vital information. Financial analysis estimates that 70% of a typical private firm’s assets are intangibles, like goodwill, that can be lost when communications fail. Public institutions’ often depend on their ability to communicate”. (Fischhoff, Brewer and Downs, 2011)
Big organisations use written communication as their main source of business when communicating. It is vital for the employers to be clear with their instructions and information they submit. An error with information can have a negative impact on the business. Therefore, all employers must ensure that the employees have a minimal written skill depending on the business. Furthermore, “communicating through writing is essential in the modern world and becoming ever more so as we participate in what is now commonly known as the information age. In fact, written communication is the most common form of business communication. It is essential for small business owners and managers to develop effective written communication skill and to encourage the same into all employees”.














Non-verbal Communication

Non-verbal communication can be identified as a secondary form of communication to verbal communication. We do not realise that we communicate more nonverbally than verbally, mostly unknowingly. It includes both body language and visual communication. Moreover, it can also include interpersonal context factors. 
Non-verbal communication in a workplace is as important as all other form of communication skill as it involves: gestures, head movements and posture, eye contact, facial contact, vocalics, proxemic distances, chronemics, personal presentation and environment. Therefore, humans have got the ability to communicate and interact in many ways and there are times we communicate to each other without the need of speaking or writing. We can communicate through: facial expressions, eye contact, body language to understand someone and their feelings.
In our teenage years, my cousin Sam got a job at McDonalds. She was working at the till register when a customer walked in. She asked for a chocolate milkshake, the pink one.  Sam asked the customer which one she wanted, the strawberry or chocolate one, to which the woman replied the same, chocolate milkshake, the pink one. Sam then had the idea to show her the pictures of the milkshake: strawberry (pink), chocolate (brown), banana (yellow). The woman pointed at the pink one and the matter was resolved. 
Here we can see a situation where a customer is communicating something verbally which is inconsistent with what she wants. Sam could have easily made a mistake by offering her a chocolate milkshake because of what she communicated verbally. But, visually the customer knew what she wanted, which was the strawberry milkshake, she just assumed they were all called chocolate milkshake but in different colours. From this we can understand how important it is to be able to use all forms of communicative skill. Thereof, as stated by Lavoie, “Human decisions are not seen as objective, mechanical or behaviouristic but as meaningful utterances of minds, as part of a bidirectional communicative process. This is scientific decisions like everyday decisions, are mutually interpretive processes of communication in language”. (Lavoie, 2004).
Nonverbal communication can be arranged into three different sectors: 
“environmental conditions where communication takes place, physical characteristics of the communicators, and behaviours of communicating during interaction. 
Nonverbal communication involves the conscious and unconscious processes of encoding and decoding. Encoding is the act of generating information such as facial expressions, gestures, and postures. Encoding information utilises signals which we may think is universal. 
Decoding is the interpretation of information from received sensations given by encoder. Decoding information utilises knowledge one may have of certain received sensations”. (The concise corsini encyclopedia of psychology and behavioural science, 2004).
Employers can improve their business by implementing different kind of training for their employees that suit their roles within the business. If someone is representing the business, it would be a good idea to put someone forward that has skill set to be able to communicate thoroughly through verbal and nonverbal techniques. Employee that perhaps looks good visually, able to understand the facial expressions and gestures as they speak. More so, have a good body posture and the ability to engage with the audience. 

 CONCLUSION

It is essential that all workplace have a sound knowledge about the communication process that take place in the communication chain between employers and employees. Therefore, it is necessary for the employer to establish how we communicate with each other as it can be seen or read differently to how we perceive the message. “Employers who invest time and energy into delivering clear lines of communication will rapidly build trust among employees, leading to increases to productivity, morale and output. Poor communication in the workplace will inevitably lead to unmotivated staff that may begin to question their own confidence in their abilities and inevitably the organisation”. (Page, 2018).
The Shannon-Weaver theory suggests that once message has been received, it has been communicated. After analysis and research taken into consideration, communication is not only about sending messages back and forth, or the contents of the message, the most vital factor is what is being said or written is understood by the employees at work. There is no point in speaking or sending messages if the audience is clueless. Employers need the communication chain to be reachable to avoid any confusion and errors. Moreover, organisations need to move forward with new technology in the digital world of business. Therefore, it is necessary employees are skilled in that environment as “the information age has altered the way in which we communicate and placed an increasing emphasis on written versus oral communications”.
Verbal communication is not the first form of communication upon face-face contact rather, it is the interaction of our nonverbal communication skill such as; eye contact or the body language which could give away signalling signs before we open our mouths to speak as mentioned in the Oxford Dictionary of Media and Communication. Our bodies speak many languages and our facial expressions. Sometimes we cannot help the way our feelings/emotions takeover what we are about to say. We may be unhappy about something but express it with happiness, but the tone in our voice may give it away. Hence, it is crucial how we represent ourselves. Verbal and nonverbal skill are both used in work and mostly at same time. Therefore, it is necessary that employers are well trained in this skill to keep professionalism at the workplace.
All three types of communication: written, verbal and nonverbal are intertwined and it cannot be separated to give it the importance to one over the other. All three goes hand in hand and it is very important that employers recognise that and see this potential in all their employees as this could have a positive or negative effect at workplace. Moreover, it would be a good idea to give staff more training in communication suitable for their business.
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