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*THE IMPORTANCE OF EFFECTIVE COMMUNICATION
Good communication skills will help you get hired, land promotions, and be a success throughout your career. In the workplace, you will need to be able to effectively communicate with your co-workers, vendors, and customers. There is no escaping it. Communication will be part of your job. 
Workplace Communication means the transmitting of information between one person to another or group. In the workplace, we use many different methods to communicate such as orally, written documents, emails, visuals, and text messages. Effective communication is very important to companies. It is considered a key ingredient in order to succeed as a company; thus, when employers are looking to hire employees it is one of the top desired skills. Many companies spend a lot of money on communication training. This is because companies understand that good workplace communication allows them to operate smoothly and to increase productivity. Also, good communication increases workers’ morale. When employees feel that good and open communication exists at work, they have a higher level of job satisfaction, less absenteeism, and lower turnover. 
Everyone tends to benefit from good communication at work. It creates a positive and successful environment. However, when there is poor communication there are the opposite results. Poor communication leads to conflicts, low morale, frustration, misunderstandings, and productivity problems. Therefore, it is important all employees understand the benefits of learning to effectively communicate among one another in the workplace. 
Answer each question with a complete sentence on a separate piece of paper. 
1. Who will you need to be able to effectively communicate with at work? 
2. What does workplace communication mean? 
3. What are the different ways we may communicate in the workplace? 
4. What is effective communication considered by companies? 
5. What do companies realize about good workplace communication? 
6. When good and open communication exists at work, what do employees have? 
7. What does poor communication in the workplace lead to? 


*HOW TO EFFECTIVELY COMMUNICATE AT WORK 
The ability to communicate effectively at work is essential, no matter what industry you work in. Because communication is a learned skilled, learning to communicate effectively takes awareness and practice. Communication is also a skill that we can always improve upon; thus, we should be trying to develop it throughout our career. There are several important strategies that you should be aware of when communicating in the workplace that can help you improve your communication skills. 
LISTEN: Being a good listener is considered the key component to effective communication. Don’t make the mistake of thinking that communication is all about talking; it is not. A great deal of communication involves you listening to other people. One mistake people make is that when someone else is talking they tend to only be thinking about what they want to say when it’s their turn to talk again, and therefore they are not fully listening to what is being said to them. If you’re not listening properly, then essential information will be missed and misunderstanding will occur. 
When communicating with others, it is important to take the time to practice active listening. Active listening is giving your full attention to the speaker, using all sense to listen, and showing the speaker you are listening. When we are actively listening we pay attention to the body language, gestures, and the tone of voice of the speaker; this helps us understand what message they are trying to send to us. It is estimated that about 60 percent of the way we communicate is non-verbal. Hence, it is important to pay close attention body language when communicating with others in order to avoid misunderstandings. Also, the listener needs to make sure to use the appropriate body language such as eye contact, smiling, or nodding to show they are receiving the message from the speaker. By showing we are actively listening, the person speaking will usually feel more at ease and therefore communicate more openly and honestly. 
Answer each question with a complete sentence on a separate piece of paper. 
1. What does it take to improve our communication skills at work?
2. What is considered the key component to effective communication?
3. What is a key mistake people make when someone else is talking?
4. What will happen if you are not listening properly to a co-worker?
5. What is active listening?
6. When we are active listening, what are we paying close attention to?
7. What does an active listener use and show the speaker?
*CLARIFICATION: Another important aspect of fostering effective communication at work is making sure that you understand the message of the speaker or sender. In order to ensure you understand the message, you will need to be able to use clarification techniques when required. For effective communication to occur, you can’t be afraid to admit you didn’t understand someone. 
During communication, clarification involves checking with the speaker on what he or she meant and resolving any confusion. When communicating with others, clarification by the listener can be accomplished by summarizing what the speaker said and/or by asking questions. If you are not sure what someone is trying to say to you, then you can summarize or rephrase the information you think they are trying to tell you. This gives the speaker the opportunity to add more information and/or clarify his or her message. 
Besides rephrasing the speakers’ information, you can also ask clarification-seeking questions. Clarifying-seeking questions helps to remove uncertainty and to gain additional details. You want to make sure to obtain any necessary details before departing by asking questions using words such as when, where, how many, what time, etc. An example of a clarification question may be “When you said ........ what did you mean?” or “How and who needs them?” 
*KEEP THE MESSAGE CLEAR AND CONCISE: 
At work, time is valuable. Just as you are probably busy with your tasks, so are you co-workers. Therefore, you need to make sure your message is clear, direct, and concise. Good communication means saying just enough to get your point across. No matter if it is in person, on the phone, text, or via email, say what you want clearly and directly. If you ramble, your listener will either tune you out or will be unsure of exactly what you need. It is important to first think about what you want to say before you say it; this will help you to avoid talking too much and/or confusing your audience. 
Answer each question with a complete sentence on a separate piece of paper. 
1. If a message is not clear, what techniques will need to be used?
2. How can clarification by a listener be accomplished?
3. By summarizing or rephrasing what the speaker said, allows the speaker the opportunity to do what?
4. What do clarification-seeking questions help with?
5. When you talk or send a message at work, what do you need to do?
6. If you ramble or talk too much, what may happen with your listener? 
*AVOID BARRIERS: 
Communication barriers are specific items that can distort, destroy, or prevent communication in the workplace. There are many common communication barriers that workers face every day. They come in many forms. They may be physical, cultural, linguistic or interpersonal in nature. It is important to be aware of these and avoid them to ensure effective communication at work. 
One of the most common types of communication barriers at work is related to peoples’ emotions. Emotions such as anger, fear, or resentment can easily distort or destroy a message. Emotions also often lead to conflicts. When we are in control of our emotions, we have better control with sending clear and appropriate messages, and we can better interpret what someone else is trying to say to us. If you are angry or upset, it is best to hold off responding to someone until you have settled down and cleared your head. Too often, workers will react without thinking and send angry messages or engage in conversation without thinking about the consequences. If an interaction or issue has upset you, take a half hour or more to let off some steam before blurting out something you'll regret. 
Effective communication in the workplace is an essential skill and demanded by most all businesses and organizations. The four communication strategies that can help you improve your communication skills are: 1) learning to be an active listener; 2) clarifying messages when needed; 3) making sure your messages are clear and concise; 4) and avoiding communication barriers. However, there are many other communication strategies that should be developed. Hence, you should never stop learning how to become a more effective communicator at work. The better you are with your communication abilities the more desirable you are as an employee and the more opportunities you will have for leadership and management positions. 
Answer each question with a complete sentence on a separate piece of paper. 
1. What are communication barriers?
2. What is the most common type of communication barrier?
3. What emotions can easily distort or destroy a message?
4. What are we better able to do when we are in control of our emotions?
5. If you are angry or upset what should you do before responding?
6. What are four important strategies that can assist you with development of your workplace communication skills?

*SCENARIOS 
Directions: Read each scenario and analyze each scenario by answer the questions. 
You work at bakery. A customer arrives and decides to order a birthday cake. She says, “Good Morning, I would like to order a cake for my husband’s birthday. I want the cake to say “Happy Birthday John.” I would like to pick it up in a few days.” 
1) Did the customer give you enough information to place the order? 
2) What was she vague or unclear about? 
3) Before the customer leaves, what questions would you ask her in order to properly place the order? 

You are a new secretary in a law office. You have only been working there for a few days. Your boss walks by your desk and she says, “Good Morning, we are out of paper, would you take care of it.” 
1) Was your boss clear on what she wants you to do? 
2) What was she vague or unclear about? 
3) Before she walks away from your desk, what questions would you ask her in order to obtain a clearer picture of what you need to do? 

You work in the customer service department at Target. Your co-worker informs you that you had a message from a customer. He says, “A customer called you while you were on your lunch break. He is angry and wants a refund. The number he left was 555-555-5555.” 
1) Was your co-worker clear with his communication? 
2) What was he vague or unclear about? 
3) Before he walks away from your desk, what questions would you ask him in order obtain a clearer picture before responding back to the customer? 
You are an owner of clothing store and need two boxes of merchandise opened and placed on the shelves. The boxes were delivered yesterday and are in your office, not in the storeroom. One box has 20 baseball hats with the store logos printed on the front. You are excited about the hats and want your employees to wear a hat while they are working; the extra hats you want placed by the cashier on top of the counter. The other box has new t-shirts with the store’s logo. You are also very excited about this item. The logo looks great. These are for sale, and you want them to be stacked on a display table towards the entrance of the store. You want a sale price of $20 marked on these items. 
1) When your store manager comes in, you want to relay the information above so that she can properly take care of your requests. In a clear and concise manner how would you relay only the important information to her. (Below, write what you would say to her.) 
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Assessment:
Select the best terms from above for each sentence. 
	Workplace Communication
	Active Listening

	Clarifying-Seeking
	Communication Barriers


1. _________________ means the transmitting of information between one person to another person or group.

2. _________________ is giving your full attention to the speaker, using all senses to listen, and showing the speaker you are listening.

3. _________________ involves checking with the speaker on what he or she meant and resolving any confusion.

True or False:
1. In the workplace, you will most likely need to be able to effectively communicate with your co-workers, vendors, and customers.  T / F

2. Good communication leads to conflicts, low morale, frustration, misunderstandings, and productivity problems.  T / F

3. Communication is not a learned skill.  T / F

4. A common mistake people make when someone else is talking they tend to only be thinking about what they want to say when it is their turn to talk again and are not listening.  T / F

5. For effective communication to occur, you can’t be afraid to admit you did not understand someone.  T / F

6. Good communication at work means saying everything on your mind and doing most of the talking.  T / F

7. Emotions such as anger, fear, or resentment can easily distort or destroy a message.  T / F
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