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[bookmark: _Toc523241506]Introduction
In this module in class we have looked in depth in how communication methods work, what means for communication are available, how to interpret each of these methods and how to measure the effectiveness of each method. This has been a worthwhile exercise for me as I have learned quite a bit the inner workings of communication. These were things such as body language that we use every day but these are more easily decipherable now.
In this report I will start by giving an introduction on the theories that we studied during lessons. In the second part I will apply these principles and critically analyse a previous experience I had when working local fast food restaurant. 
[bookmark: _Toc523241507]What is communication?
[bookmark: _Toc523241508]Verbal and non-verbal communication
There are two primary forms of communication that we are likely to encounter when going to a meeting or a job interview, these are via spoken words (verbal) or via body language and other gestures (non verbal). (Gruyter, 2016)
Going in a little more detail verbal communication can be considered the linguistic audio interchange of information, ideas and knowledge with other people. In such communication the tone of ones speak, the loudness of their words and pitch of their voice are all important in painting a picture for the things they are trying to express. 
Non verbal communication does not use audio, rather relaying on the visual aspect of communication. Such visual aspects of communication can include the posture of orator, his body movements during the speech, the dress code being used, any other visual aids that can be used to communicate ideas. (Hyi Sung Hwang, 2012)
Verbal communication are generally limited to the language of the speaker and the audience. This is particularly noticeable in international conferences where the ideas being communicated by certain speakers can be significantly difficult to understand. However, there are some universal aspects to verbal communication such as raising ones voice can indicate frustration and or anger and a more gentle voice pitch can show that the speaker is calm and focused. 
Non verbal communication is understandably less limited to language barriers. Often when tourists travel to foreign land they can get around just using simple body language and other visual aids such as pointing to a place a on a map and the locals giving direction via hand gestures. Still, even with non verbal communication there can be some differences across cultures. One very prevalent and sad example of this was during the wars in the middle east in the early 2000s. We here in the western part of the globe readily recognise some one hold their hand up and forcefully saying halt is an order to stop and that there might be consequences for non compliance, we most often encounter this during routine stops by traffic police. However, in middle eastern countries the same gesture actually meant some thing akin to “all clear” or “go ahead” and the word “halt” was similar to other words in their local languages. As result of this miscommunication, there were many sad incidents where innocent people got hurt or worst in completely unnecessary clashes. (Scientists, 2018)
Agreed that the above example is and extreme one, but it does very clearly illustrate the value of a good communication system and what can happen in the absence of it. 
These two types of communication described above work in parallel, this one is dependant on the other to convey a persuasive idea and achieve your goals. For a simple example lets the case of a job interview, if during the interview a prospective job seeker says that he is good at this particular task and is confident in doing so but then his body language does not back it up, he starts to be visible stressed and sweating this could clearly indicate that something is missing in the candidate and put the candidate at a disadvantaged position compared to someone who has better body language. 
Another non verbal communication, that in my opinion is not fair but people do pass judgement based on it are how the speaker is dressed. This one is a difficult one to judge and should really be considered together with the type of audience. For example, if the audience is executive board and you pitching a new idea, you should be dressed in well ironed smart attire. However, for example if you work marketing agent for events that cater to you people, a smart attire might make you look as an outsider and than despite proving them a good service they might have resentments about you. (A., 2004)
Non verbal communications are a broad and varied subject where there are many ways of expressing one self. Other means of non verbal communication include eye contact, biting finger nails, crossing arms, etc. 
[bookmark: _Toc523241509]Shannon-Weaver model
This is a communications model originally developed in the mid 50s by mathematician Claude Elwood Shannon and was later applied by Weaver to form a general theory of communication. Since then, lots of other theories for communication works have been proposed however the Shannon Weaver  model is considered as the principle founding theory of communication. As such, this was the main theory chosen to study in depth during classes. (Shannon, 1948)
The concepts in the Shannon Weaver model as broken down into the following subsets: 
-	Sender: it is the person or source that emits the signal with information. In the context of a normal work place environment this would be an employer giving an order to an employee;
-	Encoder: encoder is the means by means by which the message is produced. Referring to our example from before, this would the manager’s voice;
-	Channel: this would be means by which the message is transmitted. Referring back to the example of employer ordering the employee, the channel would be verbal;
-	Decoder: this is the means by which the message is received. For our example this would the ears of the employee;
-	Receiver: the target of the message, in this case the employee him self;
-	Noise: this would any interference in the message, it could a large truck passing near by or an ambulance causing additional sound and making it difficult to fully understand the manager is saying;

The last step in this model is feedback. Which is when the receiver sends another message back to the sender describing the quality of the signal the receiver received. For our example again, this would be equivalent to the employee asking his manager to repeat the message again due to the truck passing near by or otherwise saying that he got the message and understood its content clearly. The process is shown the following diagram. 
[image: Shannon and Weaver communication model]
Figure 1 – Diagram of Shannon Weaver model (Businesstopia, 2018)
[bookmark: _Toc523241510]My experience communicating with my employer
Currently I am working in a local Indian restaurant. It is a hectic environment where lots of people are usually talking at the same time, this often escalates to people shouting at each other not because of anger but just to the other person can hear them. 
In such situations when my manager is trying to tell me something important such as ingredients missing or not prepared, or helping to pack a major delivery, and many other issues that arise in a restaurant environment, he often has to yell very loud to get across the entire kitchen. 
Analysing these communications in light the Shannon Webber system, the sender would be the manager. The encoder would be his voice. The channel chosen would be verbal, which is the best suited for a fast paced environment like a busy kitchen. And the decoder and the receiver would be me.
However, explained, the kitchen is noisy and chaotic so there is a lot of background noise and this reduces the quality of the message that I receive. This leads to negative feedback from me, often asking the manager to repeat what he said. With experience and working with the same people for a long time you develop the decoder part of the process, this you get better at understanding what the other person is saying. But for someone starting a new job this can be daunting. 
This lack of effective communication is usually the most numerous cause for problems and delays in the kitchen. 
In the kitchen despite there being lots of noise around, is it usually possible to see all the staff with ease. Therefore, I propose that the management should use more body languages including gestures. Given that this is business setting where the same employees work every day, a standard form of intuitive signage, not as complicated as a full blown sign language, but one with basic instructions such as onions in short supply, or clear the dishes for next batch, could be developed. It would have an obvious benefit of every one not needing to shout and thus reduce the stress on their vocal chords but also make the system more efficient and reduce the slow downs due to miscommunication.
Another option that the management could try would be to have an electronic board, similarly to what is implemented in typical restaurant ant such as McDonalds. This would further reduce the need for direct communication between the staff. However, this would be a very different change from what has been implemented for many years and there is no guarantee that it would do a better job despite all the increased costs associated with the upkeep of such system. And often many of the communications we have are due to spontaneous reactions to changing events in the kitchen. It wold be difficult to have some one keep and eye out for all this interaction and update the task board in real time.  
[bookmark: _Toc523241511]Concluding remarks
As evidenced from above, the main issue facing the kitchen is that messages cannot be sent without substantial noise interference, and this leads to inefficiency in the kitchen which leads to lower productivity for the business. 
I have critically analysed the situation in light of the Shannon Weaver communication and discussed the source of the issue, what causes the miscommunications to happen and proposed that we change the way we communicate in kitchen to some degree and make it less dependant on verbal communication channels.
The topics learned in class about how communication works has helped immensely in structuring and justifying the arguments above. And this is something I plan on actually proposing for implementation at work.  
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