








MODULE CODE: BMSW4002
TITLE: Effective Team Working and Communication
Student Name: Odonohue Allen
Student ID: 1818294
[bookmark: _GoBack]Date: 29/08/2019
















Contents
Introduction	3
Different Types of Communication Methods at Jamaican Restaurant	3
Interpersonal communication	4
Non-verbal communication	4
Written communication	5
Understanding and Application of Different Communication Models and Approaches	5
Application of Berlo’s communication model	5
Limitations of the model	7
Challenges for Effective Communication at Jamaican	8
Strategies to Develop and Improve Effective Communication System at Jamaican	8
Conclusion	10
References	11













[bookmark: _Toc17806320]Introduction
Effective communication is the art of conveying information from one entity to another entity to share messages, emotions, feelings, skills, and knowledge. It works like the blood of an organization for superior performance. It raises employee productivity, satisfaction, quality of service, and corporate responsive behavior (Kehoe, 2014). On the other hand, effective communication in the workplace reduces turnover, absenteeism, workplace conflicts, and indolence. Thus business organizations use different tools and techniques to ensure an effective communication channel within and outside of the organization. Considering the significance of effective communication in the workplace I have just completed the module BMSW4002 on effective team working and communication. Through the module, I have learned different models, tools, and techniques that can be used to ensure an effective communication channel within an organization. Thus the report is going to explore the application of the learning from the module in my current workplace. Currently, I am working in a medium-size restaurant in London named Jamaican Food and Drinks.















[bookmark: _Toc17806321]Different Types of Communication Methods at Jamaican Restaurant
The objective of communication is to share our messages, emotions, and feelings. To coordinate all the functioning units and transfer messages, Jamaican uses different types of communication techniques including interpersonal communication, non-verbal communication, oral communication, and written communication. The objective of these types of communication techniques is to explore the communication objectives in the best way (Morgan, 2016). Let us have a brief discussion on how these types of communication techniques are used by Jamaican for smooth communication.
[bookmark: _Toc17806322]Interpersonal communication
As a restaurant, Jamaican needs to communicate with hundreds of customers and internal employees directly. Interpersonal communication is a direct form of communication where two or more parties exchange information, feelings, ideas, emotions, and meanings through verbal and non-verbal methods (Kehoe, 2014). While making interpersonal communication with the customers we focus on our facial expressions, voice, word choice, body language, and gestures. We always try to listen carefully to what our customers are trying to say. Our success in interpersonal communication at Jamaican depends on how effectively we are receiving and transferring our messages.
Besides, we also use interpersonal communication for our internal purposes as well. We often have to join group discussions, performance review meetings, menu discussions, client meetings, etc. All of these activities at Jamaican are performed through the international communication method.
[bookmark: _Toc17806323]Non-verbal communication
Researchers have found that human beings can transfer only 48% of messages effectively through verbal communication (The Globe and Mail 2019). A major part of communication depends on non-verbal approaches. Non -verbal communication refers to the process of sending and receiving messages without using spoken words. Besides, non-verbal communication can take part in verbal communication simultaneously. There are different dimensions of non-verbal communication. These dimensions are:
· Kinesics/ body movements (eye contact and facial expressions)
· Paralanguage/vocals (voice, sound, pitch, timbre, and rate)
· Physical environment, personal appearance, personal space, haptic/touch, gestures, and artifacts
Jamaican always tries to ensure the best services to the customers. As a valued employee of Jamaican, I need to emphasize my words, vocal volumes, speech rate, eye contact, body language, gestures, and deliberate pauses. We maintain non-communication among the employees to serve the customers ensuring the required quality. We often use different non-verbal signs and signals for internal communication as well.
[bookmark: _Toc17806324]Written communication
Written communication refers to the communication process through written words and symbols (Morgan, 2016). It is a formalized approach where the record of communication is crucial. I have found a wider use of written communication at Jamaican. They often communicate with suppliers, customers, and employees through written letters, mail, and text messaging. They also prepare memos for sales. They also maintain employee handbooks, promotional signs, and float balance sheet. They prepare different performance reports for internal and external purposes. Marketing literature and job description & specification are also examples of written communication at Jamaican. Besides, digital written communication is increasing rapidly. They are encouraging an online order system and email for accurate internal communication as well. While using written communication Jamaican uses different structures for memos, letters, feedback schedule, employee handbook, etc. to avoid unanticipated miss communication.
[bookmark: _Toc17806325]Understanding and Application of Different Communication Models and Approaches
There are different types of communication models are available to ensure effective communication within an organization. Models and approaches of communication can be classified into three broad categories including the Linear Model of Communication, Transactional Model of Communication, and Interactive Model of Communication (Maund, 2017). In our module, we have a detailed discussion of the linear model of communication including the Shannon-Weaver mathematical model, Berlo’s model of communication, and Schramm’s model of communication. We can apply these communication channels at Jamaican to explain their communication system. Thus the application is as follows:
[bookmark: _Toc17806326]Application of Berlo’s communication model
David Berlo developed Berlo’s SMCR (Sender-Message-Channel-Receiver) model in 1960. The model mainly focuses on individual factors in making the effective communication. Besides, it focuses on encoding and decoding the messages as well. 
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Figure: Berlo’s communication model

Each component of the model consists of several integrated factors that have a direct impact on communication. We can describe the email communication system at Jamaican using this model. The application is as follows:
Sender-S
Jamaican has a relationship manager to communicate with different stakeholders. He sends messages on behalf of Jamaican. Thus we can explain to him as the sender or source of the messages. His communication skills, attitude, knowledge, social systems, and culture might have a direct impact on the email. Communication skills including good writing skills of the sender are crucial here. Besides, the positive attitude of the sender can make the email positive to the receiver. Proper knowledge on the subject matter of the message and the social factors including beliefs, values, laws, rules, and regulations also can affect the inherent nature of the message (Collins, 2009). Besides, good cultural knowledge is also crucial because something is accepted in one culture can be offensive in other culture. So, making an effective email requires good control over these components of the Sender.
Message-M
A message refers to the substance that is sent by the sender to the receiver. Since we are sending an email, we can send audio, text, video, image, etc. Thus a message might have five key components including content, elements, structure, treatment, and code. While we are talking about the content, let say we want to send a memo to a customer through email. Thus the content would be the content of the memo (Collins, 2009). Jamaican can say can add different signs and gestures as elements. Ways refer to the treatment and structure refers to both the structure of the email and structure of the memo as well. An email structure consists of the email address of the receiver, subject, subject matter (memo). Finally, code refers to the form of a message. Here both image and text can be the code of this email.
 Channel-C
Channel refers to the medium that is used to send the message. Since we are going to send an email, we require an internet connection as the channel to send the mail. But in the case of oral or another form of communication, five senses of human beings including hearing, seeing, touching, smelling, and tasting are the factors that can affect the effectiveness of the channel.
Receiver-R
Since we are going to send an email to the customer, the target customer becomes our receiver. Thus the factors that have a direct impact on the sender also have similar results on the receiver. Thus the communication skills, attitudes, knowledge, social systems, and culture may affect the effectiveness of the communication (Collins, 2009). Since we are communicating with the customers, we need to conscious of the factors that can affect these components.

[bookmark: _Toc17806327]Limitations of the model
Berlo's model of communication is a simple form of the communication model. The model doesn't even have any scope for feedback. So, getting the mail customer may provide some feedbacks and that may have a potential impact as well. Besides, the communication channels may have some barriers. Noise can interrupt the system. Besides, both the receiver and the sender may not have the same components as well (Collins, 2009).
[bookmark: _Toc17806328]Challenges for Effective Communication at Jamaican
There are some institutional, cultural, psychological, physical, situational, and linguistic barriers that create challenges in the area of effective communication. Sometimes physical disabilities such as hearing also create barriers. Jamaican serves hundreds of customers daily. They have different cultures, perceptions, values, attitudes, languages, and beliefs. Even their attention, distraction, and interest also differ from different situations. Sometimes customers use over-complicated, unfamiliar, and technical terms that also create barriers to effective communication. Sometimes, psychological factors including anger and low self-esteem also create barriers (Collins, 2009). Besides, while making communication using digital technological devices and the internet, some noises also create barriers. Even there are some organizational and systematic issues that create barriers to effective communication. For example, in Jamaican there are some rules and regulations that can be unclear to the new employees. Thus institutional rigidities also create barriers to effective communication.
[bookmark: _Toc17806329]Strategies to Develop and Improve Effective Communication System at Jamaican
Jamaican has a very strong communication system. Its higher job engagement, job satisfaction, customer satisfaction, financial and non-financial performance, and lower level of employee turnover are the factors that describe a smooth communication system at Jamaican. But the improvement and development of the communication system is a continual process. Besides, communication factors also change over time passes of time. To develop and improve the existing communication system, Jamaican needs to focus on some communication factors. These factors are briefly described below:
Focusing on the standard of written communication
Jamaican continually needs to send text messages, letters, emails, memos, etc. They should focus on writing clear and professional emails. At first, for any form of written communication they need to their audience, then focus on the content and style, and be aware of the perspectives and attitudes. For this, they need to focus on the purpose of communication, use the ‘one thing’ rule, practice empathy, keep introduction brief, focus on volume of writing, maintain a standard structure, use active voices, use clear words and short paragraphs, and practice writing as speaking (Pollak, 2019). They should also revise the writing ruthlessly and proofread thoroughly. Besides, they can develop different structures for email, letters, and text messages for different groups of stakeholders. The practice of these activities factors for written communication may increase the quality of their written communication and bring stakeholders satisfaction.

Practicing and developing emotional intelligence while making interpersonal and non-verbal communication
Emotional intelligence in communication is very crucial for the effective sharing of information, emotions, and feelings. Thus emotional intelligence incorporates self-awareness, self-regulation, empathy, motivation, and social skills which are crucial for an organization like Jamaican. Self-awareness will enable to explore the strengths and weaknesses of the employees. Thus they can focus on the development of their weaknesses in the area of effective communication. Self-regulation will enable the employees to control their anger, feelings, and emotions. As a result, customer satisfaction and organizational performance will increase. Empathy will enable the employees to explore the mindset of the customers and think them in the position of the customers. Social skills will give positive attitudes and perceptions towards the customers. All these things will be driven by motivation (Bbc.co.uk. 2019). Higher the motivation higher smooth communication will be. Thus incorporation of emotional intelligence in verbal, non-verbal, and written communication can make a further effective communication system at Jamaican.
Focusing on minimizing the barriers to communication
Earlier we have discussed the common barriers to communication arise from different communication factors. These factors can’t be eliminated. But measures can be taken to reduce unexpected barriers (Pollak, 2019). A clear knowledge of culture, awareness of the non-verbal communication factors, listening and speaking skills, and positive attitudes can lead to the minimization of communication barriers at Jamaican.
Reducing noises from the communication system
Jamaican needs to communicate through different communication channels including the telephone line, mobile network, internet protocol, etc. For this, they use different technological devices. But their might have technological interruptions that can lead to miscommunication to unexpected delays (Nytimes.com 2019).
Practicing effective communication skills in the areas of listening, speaking, reading, and writing incorporation with the changing perceptions, culture, values, and attitudes can also lead to a further improved communication system at Jamaican.

[bookmark: _Toc17806330]Conclusion
The module was impressive in developing effective communication skills in the workplace. We have had detail works and studies of case studies regarding different concurrent issues of communication. The module had an intensive impact on our verbal, non-verbal, and written communication. We have learned a detailed course of action considering written communication in the areas of understanding the audiences, content, and developing effective and clear corporate writings. We have learned how different communication models work and apply these communication models in the organizational context. Now I can feel the improvement of my communication skills in the area of listening, reading, writing, and speaking. I can incorporate emotional intelligence, cultural issues, non-verbal issues, changing perceptions, attitudes, values, beliefs, and formal writing factors in my communication skills. The improvement and development is a continual process and I need to practice the learning from the module in my personal life and workplace simultaneously. It will help to reduce the concurrent challenges of effective communication (The Globe and Mail 2019).
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Case Study: A Day With The Chief

Mark is a top-performing salesperson at a pharmaceutical supply compan

y. As a reward for his

performance, he is treated to a trip to the corporate office in California to meet the chief executive
officer, Ms. Mills. Ms. Mills is known around the office as the “Wicked witch of the West” because

of her short and sometimes abrasive demeanour.

Mark’s co-workers share “horror stories” of their encounters with her, stating that she rarely makes

eye contact, never smiles, and dislikes being approached unless she initiates the conversation.

e is excited to travel, he is also nervous about what he and Ms. Mills might talk about.

Although h.

He prepares by thinking about how he can share his sales strategies and techniques. On the day of

the meeting, he waits patiently for Ms. Mills’ assistant to call him into her office. When he is escorted

in to meet her, he is shocked to see a petite woman behind the large desk smiling back at him with

kind eyes. He approaches, shakes her hand, and waits for her permission to sit.

Mes. Mills is nothing like the horrible person they made her out to be. Ms. Mills asks Mark several

thoughtful questions about why he is successful, ways the staff can be supported, and how the
company fits in with his professional goals. Mark feels more and more comfortable as she leans
forward to listen intently to what he is saying. Mark loosens his tie, crosses his legs, and begins

sharing stories of how he feels his immediate supervisor has dropped the ball on more than one

occasion and that the team would be better if more money were allocated to incentives and

bonuses. Mark immediately sees Ms. Mills’ eyes begin to squint and her brow furrow. She stands

up abruptly and says in a gruff voice that their time is up and that her assistant will show him out.
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1. Given the professional contert, what would you have done the same and/or differently ¥ you

were in Mark’s position?
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3. What communication factors led to the change in the chief executive officer’s disposition?
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