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Introduction 
On this report the subject of communication will be discussed in depth. Highlighting different topics such as the various methods of communication, and definitions with examples both from research and from my own experience on the workplace.
Definition of Communication
To put it simply, communication can be described as the operation of sharing and trading information. As a broad definition it can also be described as the action of exchanging information, signals, and emotions by means of language, writing and body language. Listening is also a crucial aspect of communication. To summarise, communication is a complex mix of integrating spoken language, body language, cultural background and social customs into understanding and being understood. It is a cultural and social exchange fundamental in our society.
Methods of Communication  
The different types of communication can be summarised into five categories:
Verbal communication happen when we partake into conversation. This exchange can be informal or formal depending on who the interlocutor is. 
Non-verbal Communication comprises of body language, facial gestures, posture and eye contact.  For example, while conversing with someone, that person might be agreeing with your opinion verbally, but their non-verbal cues might indicate something different. A scrunched-up face, sighing or rolling eyes are all cues to watch for in this case.
Written Communication in all its forms all have the same goal: to disperse information in a comprehensible and precise way, notwithstanding the fact that objective might not always be achieved. For example, bad writing skills might lead to confusion and embarrassment, or even to potential legal peril.
Listening actively, albeit often overlooked, is perhaps one of the most important types of communication. We cannot effectively engage in conversation if we cannot listen. for example, in a negotiation, part of the process is to assess what the opposition wants or needs. it is impossible to find that out without listening, and it would be difficult to obtain a positive outcome.
Visual Communication is everywhere in our daily lives. We are a visual society. Every day we get bombarded with visual information in the shape of TV, social media or advertising. Technological developments make expression of visual communication more accessible. Visual communication comprises also of visual aids like colour, illustration, graphic design, typography, drawing and signs. Visual communication comprising charts and graphs help to strengthen written information and sometimes they can even replace it completely. Think of the phrase “A picture is worth a thousand words”.

Section 1
How communication can be made effective in a business organisation
Good communication is crucial in every aspect of any relationship, both personal and professional. There is generally a lack of understanding of the real meaning of communication. This lack of understanding can lead to misunderstandings and setbacks that could have been avoided if the correct methods of communication were utilised. Misinterpretations lead to negative feelings and turn good relationships toxic, to avoid this situation one must possess the skills necessary to communicate through logic rather than with emotions. This is a skill that’s especially useful in a professional environment.
The best way for companies to avoid bad communication, and the problems that this would bring is to follow practices that promote effective communication. Here’s some policies that could be implemented for this purpose:

1)  Open Communication
Workers shouldn’t feel afraid to speak their minds or express their ideas for fear of backlash. This creates a very toxic and unproductive environment. Open conversation that include constructive criticism should be encouraged to avoid a negative environment. Trust is produced when everyone is free to voice their concerns, and this will improve staff morale and teamwork.

2) Planning Inclusion 
Decisions that concern the whole team should be discussed openly as often as possible. Having closed meetings that only include senior management give the impression to other employees that their opinion is not valued, or their input is not trusted. Frustration leads to underperformance, employees that feel valued are prone to work harder and are committed to the company prospects because they feel they play an active part in its development. Moreover, inclusion often leads to recognising future leaders that will take the company to success in the future.

3) Focus on positive result-driven techniques
Time can sometimes be wasted conducting meetings about topics that have no influence on the development or prosperity of the company. The company should focus in conducting meetings that discuss result-driven tactics and to implement strategies to boost results, rather than misuse time talking about miscellaneous information that could have been easily communicated via email.


How Communication works between Management and Employees and to what purpose
Communication is crucial to relations. Whether that relationship is with your partner, family, friends or your subordinates, it always comes down to an exchange of information. The difference between excellent teams and average ones is the willingness and ability to pool efforts towards achieving a common goal. As a leader or manager there are certain responsibilities to ensure keeping your team motivated and on the same page. Fostering and encouraging an environment where team members are able to openly voice their opinions while also taking them into account will create a favourable working environment. In order to lead effectively, transparency with your team will allow you to understand their needs and desires. You have to know what motivates those under you. Arranging one to one meeting with each team member will allow you to dig deeper into what drives them, and to provide the appropriate feedback and rewards. Focusing on honing your problem-solving abilities will also enable you to resolve issues before they turn into major setbacks. Overseeing conversations and brain storming sessions while allowing team members to think strategically on their own and work together to find the appropriate solutions is a good way to being present if needed, while giving employees a sense of trust in their abilities. Communication between peers  does not have to be always service-oriented, it purely needs to transmit the information required for all participants to successfully conclude their duty’s . For employees, succeeding at communicating  with individuals at every level in their organisation is a skill they need to master in order to thrive in their work settings. Lacking communication skills can hinder or end a career. Managers play a key role in stabilising clear lines of communication within any organisation. Management duties include scheming plans, organising, staffing, directing and supervising functions such as networking in and out of the company.


Tone/ choice of language/ level of formality
Written communication substantially differs from verbal communication, particularly in a business setting . Written communication allows for consideration, alteration, and editing, and this is an advantage that verbal exchanges do not allow.
Tone and language can be complex concepts when applied  to written communication. When you engage in conversation with someone, the body language, tone of voice, eye contact, and general demeanour all provide vital clues about your interlocutors feelings. You modify what and the way you are speaking based upon these cues. In written communication, this immediate exchange of non-verbal clues is not possible. Attaining the result that a verbal trade has on other individuals is feasible in written communication; it is referred to as tone. 
Tone can be a subjective thing. How the message is  interpreted by different people varies and differs. In writing, you must learn to adapt your tone according to the situations and the listeners. While business communication tends to be formal, an individual recipient would probably prefer a more direct tone, while if addressing a group of seniors, the tone used should be more polite and professional.
 It is easy to detect negativity by any reader, therefore one must be aware of the tone while sending a message that has negative undertones.
To write a text that have negative undertones its useful to keep in mind to try to distance emotionally from the subject and perhaps even ask a friend or colleague for a biased opinion regarding the tone.
While writing a business document, try to sound confident, avoid inappropriate or discriminatory language, keep the tone friendly but still professional, be gender inclusive by using neutral salutations, and be very aware of cultural differences.


Active listening
Active listening goes beyond merely listening to words, it is to truly understand what you are hearing without making hasty assumptions.  Active listeners always avoid intruding, recap and repeat back what they have heard, and perceive body language to give them a higher degree of understanding. As example, having good problem solving skills, active listening is a soft skill that is very desirable and sought after by recruiters. Active listening techniques such as connecting with the person, empathising, being aware of your body language to show understanding, maintaining eye contact and expressing your opinion only when prompted will help to present yourself as a perfect candidate for nearly any job role.


Proxemics / Kinesics
Proxemics refers to how personal space and distance influence communication.  
We all differ on our interpretations of what our “personal space” is, these interpretations  are subjective to the setting and the connections . Notwithstanding the fact that our boundaries are not visible, humans are socialised into the rules of personal space according to their cultural background.
The space may vary based on cultural customs and the type of connection in place between the persons. Here are some guidelines adapted to the western society:
Personal distance ( 18" to 4')  the “good friend” distance .
Social distance ( 4' to 12') appropriate for  friends and acquaintances.
Public distance (12' to 25') appropriate for more formal settings such  as classes. 
The word Kinesics means “movement,” it relates to the analysis of limbs and face motions. Precisely, head motions and stance, eye contact, facial movements and gesticulations as nonverbal communication.
What is known widely as "body language", is called Kinesics by social researchers. As discussed earlier, the connotations of these body motions is subjective to alterations based on cultural background and gender. There are five objectives that these kind of movement serve, Emblems, Illustrators, Affect Displays, Regulators and Adaptors. 

Emblems
These are signals converted instantly into words. Most cultures or groups concur on their meaning. Taking the OK symbol as a example, cultural differences come into play, in some parts of the globe this could be interpreted as OK too, in others it can be understood as zero, or none, or even as an off colour representation of a body orifice. Quite a difference to be aware of.
Illustrators
These are movements that back up or illustrate what the speaker says. They are body movements and gestures used to emphasise a message.
Affect Displays
These are bodily displays that convey emotional meaning.  Our facial movements, like smiling widely to suggest happiness or frowning to indicate displeasure, send a message about how we are feeling. These are often unpremeditated, therefore they may send signals we didn’t mean to send based on social standards or our aims for communication.
Regulators
These are nonverbal cues such as nodding. Regulators are usually correlated with turn-taking in discussion. For instance, we might start to separate physically , indicating that we want to halt the interaction , fidget nervously, to indicate discomfort, or we may raise a finger to show we want to say something.
Adaptors
Adaptors are structures of nonverbal communication that take place at a low level of personal awareness. They can be thought of as behaviours that are done to meet a personal need as one adapts to the specific communication situation. They include cues like playing with hair, tapping a pen, scratching, pulling the ear, holding yourself, or swinging the legs. The person doing these is rarely aware of it , the onlooker is often more conscious of the actions than the perpetrator. Adaptors may reveal  feelings involuntarily and are not deliberately used while conversing, but they may embody conducts attained through life that are in some way prompted by the current state of affairs and which may be exacerbated  by anxiety or nervousness.
Gerald Egan created a hypothesis of communication developing an acronym in order to build the elements of communication with others. This was highlighted in his book ‘The Skilled Helper’. The development of S.O.L.E.R. as an active listening model, or a way to physically establish your absorption and  commitment . The acronym he developed:
· S (Square): Face squarely to show you are involved and willing to engage.

· O (Open): Keep an open stance avoiding crossing limbs. This will make you appear involved and inviting.

· L (Lean): Lean forward to show engagement, involvement  and attention.

· E (Eye Contact): Maintain eye contact and avoid distractions.

· R (Relax): Stay calm and avoid squirming when someone is speaking to demonstrate you are observant.


Personal Awareness
To become more self-aware, we should evolve an awareness  of ourselves in many ways.  Key areas  cover our personality attributes , personal principles, routines , sentiments, and the psychological requirements  that guide our conducts. 
Personality: Changing our personalities doesn’t happen easily, and it gets  harder as we age and get deep set in our ways.  But, attaining an awareness of our personalities can help us find environments  in which we will prosper, and aid in avoiding settings that may lead to stress.  For example, an extroverted will cope better in a position dealing with the public than an introverted ever would. Identifying traits in our personality will also lead us to find our strengths and weaknesses and use them to our advantage.
Values: We all have different personal values and its important that we learn to focus on them. For example, if your priority is your family, it is sometimes easy to lose yourself day to day when you are busy trying to provide for them. Our lives are so fast paced and busy we seem not to have enough time to get everything done. By focusing in our principles we are more likely to fulfil what matters most to us.
Habits: They are the actions and routines that are repetitive. Some are positive like being well organised and there are others that hinder our productivity. For example, a manager that never asks for his subordinates opinion before making resolutions will find it difficult to build a good rapport with them and this will hinder their commitment to the company and the tasks at hand.
Needs: There’s an array of psychological requirements that steer our conducts such as the  need for admiration, fondness, belonging, success, power and control. Identifying which needs wield the most powerful influence on our conduct will help us identify how they impact on our interpersonal relations.  Needs originate motivation, but when these aren’t met they could harbour anger and disappointment. 
Emotions: Emotional self-awareness is part of the five components of emotional intelligence.  comprehending our emotions and where they originate from, and how they affects our conducts is being emotionally self aware.  A person emotionally self-aware understands the system linked to emotional occurrences and thus has better authority over them.
To illustrate this concept, here’s the KEYS acronym:
Know yourself 
Evaluate the business  factors
Your communication interchange with people
Stepping back and reflecting

Section 2
Communication Models
A model is used to represent an idea, thought or a concept in an easier way through diagrams, drawings etc. Models make it easier to understand ideas, and it makes learning and drawing conclusions from it simpler.

Shannon and Weaver
Shannon and Weaver model suggests that a message is originated by the person that possesses the information. The sender is referred to as the source. The information is passes through the brain to the mouth and originates a signal that reaches the recipient. The recipient then transmits the message to its final end or to other peoples minds. 
The Shannon and Weaver diagram:
[image: ]

https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/



This model was created to evolve the fruitful communication between sender and receiver. Factors that affect the communication process are called “Noise”. At first the model was created to better the Technical communication. It was later applied in the field of Communication.


Schramm

Schramm’s model hails from the Shannon and Weaver model. Wilber Schramm presented this model in 1954. It suggests that Information is useless unless and until it is effectively converted into words and transmitted to others. Encoding plays a crucial role as it starts the plays a very prominent role because it initiates the activity by transforming thoughts into material. When the receiver gets the information, his priority is to interpret what the speaker conveys. Until the receiver succeeds in decoding the information, the message is useless. According to the Schramm’s model, coding and decoding are the two crucial operations of effective communication. He also highlights that the process is uncompleted until feedback is received from the recipient. This model emphasises that communication is a two-way process.


The Schramm diagram:



[image: ]

https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/


Berlo
In 1960, David Berlo created Berlo’s Sender-Message-Channel-Receiver (SMCR) model of communication from Shannon Weaver’s Model of Communication (1949). He illustrated factors that impact the single elements in the communication making it more coherent . Berlo’s model of communication relate more to the emotional facets  of the message. 
Berlo’s model of communication functions on the SMCR model.

·  S - Source
· M -Message
· C - Channel
· R - Receiver


S - Source

Source or sender is  the message’s origin.

M - Message

Converting thought or ideas into words creates a message. This process is also also referred to as encoding.

C - Channel

Channel allude  to the mode used to transmit information from sender to receiver.
Our five senses are all channels of communication, and they help us communicate with each other.

R - Receiver

When the message is received by the listener, he interprets its meaning and responds accordingly. This process is referred to a decoding.
Ideally, the receiver should be from the same social and cultural environment and on par with the sender to better decode the information.
This is precisely the loophole on Berlo’s model, as being on a common ground isn’t always practical or viable in a real setting.

[image: ]

https://www.businesstopia.net/communication/berlo-model-communication



The presence of noise 

The existence of noise and noise factors in communication is not only related to simple loud noise.
The term refers to many kinds of interferences that prevents people from exchanging messages effectively. Some factors are more easily overcome than others. They range from literal noise such as the use of machinery, traffic and ringing telephones to cultural noise, where cultural differences become an obstacle in reaching true understanding. 
Linguistic interference noises are language differences that impact communication. As population gets increasingly diverse, we get to communicate more often with people that speak other languages primarily or entirely. Cultural noise factors also relate to this topic, just like language interferes with communication, so do different ways of viewing the world. Sometimes the tools we use to communicate originate  or create interference too. As physical communication has become a rarer occurrence , people depend more on mobile devices, web meeting solutions and digital media. Misuse or poor use of these devices can lead to delays and frustration that blocks the flow of communication.


The concept of high and low context

High and low context are labels indicating cultural differences in our societies. They refer to how much we depend on factors other than words to impart significance. Low context is explicit, with little to no interference. Food labels, newspapers or instruction booklets are all examples of low context communication. The addressee is very likely to understand all the information even if they are unfamiliar with the cultural surroundings. In high context communication however, a great deal of information isn’t explicit but rather implied. A grasp of the cultural context is required to understand the message. Class learning, religious gatherings or meetings are all examples of high context. High contexts are difficult to partake in if you are an outsider because you don’t possess the particular details  internally and because you cannot bond instantly. Low contexts are easy to partake in because the setting incorporates the direct information you need to engage.

Section 3

Case study
In this section I will be using my own experience working within the hospitality industry to illustrate the concepts I have discussed on detail on this assignment. Effective communication is essential in any workplace or social setting, in hospitality is of the outmost importance that members of staff communicate clearly and effectively with each other to secure the smooth coordination of the establishment.  Working at a busy restaurant is a challenging experience on so many levels. Working in an environment where you are in direct contact with the costumer, it leaves very little room for mistakes to be overlooked. Get something wrong and you can expect quite a bit more trouble than a scathing email the day after. To work in hospitality  you must be a great team player. All the departments must work together and communicate constantly and clearly, attention to detail is paramount in this industry and missing the smallest of details can lead to disaster very quickly. I used to think i wasted many years working in a industry i had no intention of staying on, but i have  realised that the many tough situations i have learned to deal with, how patient I’ve become as a result, how I’ve learned to work effectively as a team alongside people from so many different ages, backgrounds and cultures, and how to stay calm under a lot of pressure have helped massively to achieve a set of  skills that are as useful as they are transferable. My roles within the industry have been varied and ranged from food runner, waitress, bartender to supervisor. In my limited experience as a leader in the role i had as a supervisor, i learned that you must lead by example. You have to find a balance between being just, authoritative without becoming  pushy. You must learn to listen to the opinions of others, unless you want to end up hearing about them from behind your back. Giving your subordinates a level of trust will also make them more relaxed and inspire loyalty. Schramm’s model is applicable to this case study, as getting feedback in any interaction made between members of the team or from customers is crucial to problem solving and effectively communicate.
My own diagram to illustrate this model:
[image: ]

 Conclusion

This report has been a excellent way of exploring and researching the subject of communication in depth. It has helped me gain a better understanding of the basics and also on how to apply the different theories and methods to my academic and employability skills. 
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Appendices 


Dear Mary December,

I am writing to you to inform you of an opportunity I believe you will benefit from.
I would like to offer you a place at a training course on non-verbal communication, as I think it will enable you to communicate more effectively with staff and to avoid any further misunderstandings in the future.
The course will take place in a month and it will be at the company’s expense. I will inform you as soon as possible on further details and timetables.
In the meantime, please do not hesitate to contact me with any queries you might have.
Kind regards,
Saray Crego
Director of Communication, LED Limited
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