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1. INTRODUCTION


Communication can be defined as “the process by which messages or information is sent from one place or person to another, or the message itself. Communication is also the exchange of information and the expression of feeling that can result in understanding” (Cambridge Dictionary, 2020).
[bookmark: OLE_LINK1][bookmark: OLE_LINK2]As Maund, Schriek and Tinkler (2017) explain, the objective of communication of the sender, is to deliver the content of the message, as clearly as possible, to the receiver.
The exchange of information can either be performed through speaking, gestures, a combination of the two, symbols and signals. These methods can be divided into verbal or non-verbal forms of communication.
Verbal communication is essentially the use of spoken words and it is the most common way for individuals to communicate with one another.
While non-verbal communication happens through signals that originate from the body, for example: smiling, crying, waving, etc. When the meaning of the words cannot be immediately understood, body expressions function as an aid to interpretation.
Oftentimes, the verbal message can be perceived differently based on the non-verbal signals because they are interpreted subjectively by the person, according to the experience.
This report will highlight the importance of the communication in the workplace, the differences between hearing and listening, how to be a good listener and the different models of communication. I will also include a case study where I will elucidate my own experience.


2. THE IMPORTANCE OF THE COMMUNICATION BETWEEN MANAGEMENT AND TEAMWORK

In the workplace, communication is a continuous process of sending and receiving information through which social relationships between coworkers can be built.
For example, during a business meeting where a project is being discussed, through verbal comments, these could be interpreted differently by team members.
Misunderstandings happen especially in the early stages, when the team members are getting to know one another and are trying to find the best ways to interact. 
It is my opinion that communication is the basis of any good organisation. 
As Jim Collins affirms (2001), to go from a good company to a great company, you need to recruit disciplined staff.
Stephen R. Covey states (1989), that at the beginning of a project it is important to factor in all the variables and consider all its facets.
He points out that, in most circumstances, all the energies one put in the project reflect their deepest goal.
Moreover, Covey suggests that a team leader should always consider the outcome first because having a clear goal in mind can highlight possible issues that might arise.
John Adair suggests (2009) that to be a good leader it is necessary to have a clear vision and adopt organisational strategies to achieve the company’s goal.
Consequently, the other team members act in support of the leader to achieve the common goal.
Like a diamond with multiple facets, the group is considered to be an entity with different characteristics but with a common task.


3. DIFFERENCE BETWEEN HEARING AND LISTENING

As well as knowing how to communicate clearly, a team must also master the art of knowing how to listen.
In the chapter ‘The Art of Listening’ (2009), Adair states that listening is a fundamental skill and whoever has the ability to speak well often makes a good listener because as a truthful Turkish proverb reminds: “listening requires more intelligence than speaking” (Adair, 2009, p.80). 
I learned that there can be confusion between the words hearing and listening.
In Maund, Schriek and Tinkler (2017), these two words have different meanings, although are often used as if they were synonyms. 
Hearing is essentially the physiological ability to receive sounds, while listening requires a higher concentration. When a person is listening, they are active receptors of both verbal and non-verbal messages although ‘many people make the mistake of thinking excellent hearing equals excellent listening’ (Maund, S. and T., p.88).

A good listener needs to pay attention to both verbal and non-verbal communication and analyse them together in order to obtain a solid understanding of the message.
The barriers interfering with the listening of a message can be for example, external or internal noise.
External noise comes from the environment that surrounds us, tiredness or hunger could be common factors that prevent an individual from following the message carefully. 
Whereas internal noise could be interpersonal factors such as concerns or problems in one’s personal life.


4. TO BE A GOOD LISTENER

The key to be a good listener is to keep the attention levels high during a conversation. 
Active listening is the practice of paying attention to the speaker in an active manner using which requires body language. 
To decode a message accurately, one needs to focus and be critical as well as reacting with a nod or comment during the conversation, while posture is also essential.
When bored or not interested in a topic, one tends to get distracted easily and resort in using the phone or just looking elsewhere.
Sadly, this attitude is a clear sign of non-participation.
Active listening can be broken down into two key areas: proxemics and kinesics. 
[bookmark: OLE_LINK3][bookmark: OLE_LINK4]The proxemics is “the study of how people use and structure space or spatial arrangements in work, personal relations, etc.” (Collins Dictionary, 2020) and kinesics represents the body movements that one makes when communicating with another person, such as a smile or a gesture.
As I learnt in lesson, the acronym of SOLER, contains five key, non-verbal, behaviors that describe these positive listening postures:
S - Square posture is the best position to encourage someone to speak.
The corner position creates a visual space, which one can use when one does not want to show their own expressions.
O - Open posture, dictates that you should keep your body open and attentive. 
A practical example would be not to cross your legs or arms, not to look defensive.
L - Lean forward, it shows interest and involvement in what is being discussed.
E - Eye contact, it is essential during a debate, because it connects you directly with the sender.
R - Relax, it is recommended to create a relaxing climate in which the conversation flows in a pleasant way.
Finally, while listening it is important to put these postural methods into practice, but it is also essential to keep your hearing active because it facilitates the understanding of a message. Giving one’s own interpretation and possibly asking questions, also demonstrates an interest and enables a more interactive communication.


5. MODELS OF COMMUNICATION

Models of communication can be used to analyse any given communications context.  Each offers different kinds of insight. 
The first model is based on the idea of Shannon and Weaver (1948), where they postulate the existence of the sender, the encoder, the channel, the noise, the decoder and the receiver. 
The sender, during the process of encoding, is tasked with choosing the most effective code to explain the message that will be decoded by the receiver.
In this scheme, channel and noise, play an important role, because these can alter the reception of the message. The channel is essentially the medium by which one communicates; for example, a telephone could generate network signal issues and disrupt the meaning of the message. 
On the other hand, if there is too much noise is not easy to follow a conversation and misunderstandings could arise.
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The second model is based on Schramms’ (1954) and he advocates that the fundamental part lies in the encoding and decoding of the message. This means that until the receiver shows the sender that they understood the meaning, the sender will continue to attempt communication as to find the clearest way to express it. In fact, for Schramms the communication is not over until the receiver has given feedback, otherwise the message has no function.
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The last model is based on the ideas of Berlo (1949) where he describes the factors that interfere with communication, breaking down four components: sender, message, channel, receiver.
Each of these components is influenced by several different variables such as the social system, the attitude of the message, the knowledge or culture.
According to his model, to achieve a good level of communication, the interlocutors would have to share similar culture and backgrounds. As Berlo explains, the culture and society in which we grew up have fundamental influence on our way of thinking.
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6. CASE STUDY


With everything I have discussed in this report, I feel I now have the tools to analyse my own method of communication in the workplace.
In my business, communication plays a fundamental role, especially during planning.
As an accessories fashion stylist who opened her brand LR:PN (Laura Pino) a little over a year ago, I am the manager of the organisation. 
I collaborate with an Italian leather craft workshop, which is tasked with producing and finalising my product.
I communicate with them verbally, digitally via email and through my drawings.
During this process it is important to receive feedback from the laboratory where they explain to me that the message I sent, had come to them clearly and that they understand it.
The scheme that I think would best reflect my way of communication is Shannon and Weaver’s, because I am the sender and the encoding is the right method of expressing my concepts through designs and samples of leather. 

The channel which I use the most is the telephone or email; often there is noise during the telephone conversation and the laboratory (the receiver) has to encode my explanations and my message.
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This process relies on feedback where the receiver can clarify if my message is meaningful to them and it has been received correctly.
During meetings, I strive to keep a level of formality, because this allows me to convey seriousness and a desire to be understood. 
If during the conversation I perceive that their attention is decreasing, I request a pause because I value the importance of active listening. 
For this reason, it is necessary that during communication there is an exchange of ideas and we share clarifications, in order to keep attention and curiosity high.
At times, it happens that whilst working with the product, the laboratory has doubts.
Since I am not physically there, these doubts are not always entirely clear when expressed through other channels such as telephone or email.
Living in London, I cannot always be physically present at the laboratory and therefore I use virtual platforms such as Skype or other video calling systems to monitor their progress.
Often, the lack of face-to-face contact creates communication problems and misunderstandings, for example, it occurred recently that they had started to work on a new model of a bag, without previously informing me.
This created several discrepancies and flaws in the final product, as they had strayed from the original design. The correction of these mistakes resulted in a waste of time and resources on both parts, increasing the overall cost of production and in turn, slowing down sales for the entire brand.
To improve my work organisation, I could hire a trusted person to monitor the work in person in Italy and to update me frequently, when the laboratory fails to do so.
Another possible solution would be to move my whole production to England, where I can follow the work with ease and possibly correct the issues in real time.
In my case, when I sell an accessory, also the laboratory receives benefits, so if we collaborate with the same objective, we will both benefits.


7. CONCLUSION

In conclusion, communication is a two-way fallible process which requires practice, hard work and perseverance. 
I learnt that when attempting communication, it is paramount to gain a deeper understanding of the culture and background of the receiver as well as their limits and challenges in order to avoid misunderstandings and meet the objectives and targets.
Ultimately, this university course, that I have undertaken, will help me broaden my knowledge and improve my communication skills in order to create a balanced meeting point between the Italian and English cultures within me. 
I believe that confronting and sharing my thoughts and ideas with my colleagues and teachers has given me a better comprehension of what it takes to build successful and significant relationships within the working environment. 
In return, researching and studying the subject has enriched my journey and opened my mind to all possibilities that the business world brings.
It is my goal to work hard, enable my business to gain an international scope and grow as a professional so that I may thrive in the U.K. and continue to appreciate all the country has to offer. 
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Example 1: Task completed during lesson.
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Example 2: Task.
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Example 3: Task completed during lesson.
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Example 4: Task completed during lesson.
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Example 5: Task completed during lesson.
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Example 6: Task completed during lesson.
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Poor communication between doctors and nurses has been blamed for the
death of a 28-year-old woman, who died when her catheter became infected.

Claire Allnutt was admitted to Luton and Dunstable Hospital in November and was
treated for a flesh-eating disease.

She died on 29 January, five days after it was noticed that her catheter needed
replacing.

Coroner Thomas Osborne said she developed septicaemia in the three days before
the catheter was taken out.

Recording a narrative verdict, he told
the court in Ampthill that there was "a
failure in the system of observation,
monitoring and documentation of her
deteriorating condition that resulted in
a lost opportunity to render further
medical attention".

Ms Alinutt, from Luton, had been
treated for necrotizing fasciitis and
also had a history of morbid obesity
and depression.

She was also unable to speak, having
had a tracheotomy.

Some of the doctors said at times Ms
Allnutt had been difficult to deal with
and initially did not consent to the

infected tube being removed. Claire Allnutt's parents said she was due to
be discharged from hospital

CONTRIBUTED

But senior sister Julie Caunt told the
court there "was never a sense of
urgency" about her treatment, despite Ms Allnutt having a temperature of 39C on
25 January.
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The court heard that part of the issue was the infection was spotted on a Friday,
which the coroner said was the "worst time for this to happen".

Medical director Dr Mark Patten said Ms Allnutt's death "led to a lot of soul
searching at the hospital about the prevention of infection".

Claire Alinutt was admitted to hospital in November with a flesh-eating disease

Ms Allnutt's mother, Ann Allnutt, said her daughter had overcome the disease for
which she was admitted to hospital and was due to be discharged.

Her father, Richard Allnutt, said: "There was a total lack of communication between
the doctors and nursing staff."
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Pedro works on a building site and Maria is his wife.

One day Maria pho‘ned Pedro.

‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.

‘Here —in the sitting room,’ she said.

When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.

The one | asked you to get on your way home.”

Oh, no! | thought you said when | come home | will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?
Q: How could this have been prevented?

Q: Whose Model of Communication explains how it could have been avoided?
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email English

1 Formal or informal?

You are going to write two emails on a similar topic, the first formal/neutral and the second
informal.

EMAIL 1

Write to a customer to tell them that the product/service they want is not available at the
moment.

Prepare the situation using the questions below. The information can be real or imaginary.
« What is your company’s business? What products/services do you offer?

* What is the particular product/service that you normally offer, but is not available at the
moment?

o Why?
e When is it going to be available again?
* Who is the customer that you are writing to? Why do they need your product/service?

* Are you going to promise any action, give additional information, offer help, or simply say
that you will tell them when the product/service is available again?

Now write the email in a formal/neutral style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?

EMAIL 2

Write to a friend to tell them that you haven’t got something they want from you.
Prepare the situation using the questions below. The information can be real or imaginary.
« Who is your friend?

+ What item do they want from you?
Ideas: they want to borrow a book that you have; they want you to make a copy of a CD
that you have.

« Why are you not able to give them this item at the moment?
Ideas: you have lent the book to someone else; your computer isn’t working to copy the CD.

« When can you give them the item?

* Are you going to promise any action, give additional information, offer help, or simply say
that you will tell them when you can give them the item?

Now write the email in an informal style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?

FOLLOW-UP

Exchange emails with a different partner.

Reply to the emails you receive, inventing any information necessary.

This material has been written to accompany email English, by Paul Emmerson. ISBN 1405012943
This page has been downloaded from www.businessenglishonline.net. one english
It is photocopiable, but all copies must be complete pages. 9 com
Copyright © Macmillan Publishers Limited 2004. —_—
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