Skills for the Workplace
Module Assignment Submission 

	Student Name:
	Javit Yahsi

	Student Number:
	1712742

	Module No:
	BMSK4002

	Module Title:
	Effective Team Working and Communication

	Submission Tittle
	Communication in the Workplace

	Lecturer Name:
	Dr.Rexon Nting

	Counted word:
	2018


























Table of Contents

Table of Contents	2
Introduction	3
Communication	3
Shannon and weaver model	4
Personal experience in the workplace	4
Conclusion	5
References	6




























[bookmark: _Toc522142980]Introduction  
  
Communication is the conveying and receiving of messages between people, it is one of the most important skills one can have in business and in daily life. Ineffective communication wastes time, money and resources therefore good communication is essential for the success of corporations and individuals (Mcpheat, 2010, p.26). 
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Communication is the mutual conveying and comprehending of information between two or more individuals. Communication is sending, receiving and understanding a message through communication channels (Maund, et al, 2017, p. 47). 
There are many forms of communication a person uses to send and receive messages, verbal which consists of oral, listening, reading and writing. Non-verbal such as body language and appearance, sensory signals smell, sight, sound, taste and touch are also very important factors that come into pay when communicating face to face (Picardi, 2001 p. 9).  

Verbal communication can be formal and informal, formal communication will usually be in written form or take place at official meetings whereas informal communication could occur at a golf course, bar or social functions for example.   
When people think of oral communication they usually think of speaking, many people hardly ever consider that listening is just as important when communicating, there would be no point in sending a message if no one receives it therefore good listening is just as important as good speaking and writing (Picardi, 2001 p. 9). 

Verbal communication remains the most popularly used and efficient form of communication, oral face to face or written communication are the most commonly used forms of communication in the workplace. Written communication however does not allow for the use of non-verbal factors such as body language and facial gestures. For verbal communication to be effective the sender must consider the fact that the message needs to be understood and that their message is open to interpretation. Professionals should also consider that they must advance their language skills to more efficiently comprehend messages received (Maund et al. 2017, p. 47). 

It is beneficial for the sender of the message to be aware of who is receiving the message and adapt the message accordingly to ensure the message has been understood as intended. Body language, dress, presentation, gestures and the tone of voice may be adjusted according to the audience to assist in getting the desired message across (free-management-ebooks.com 2013). 

Oral communication remains the most effective and efficient form of communication as it allows for instant feedback and transmission of the message while also allowing the sender and the receiver to communicate non-verbally using body language, enabling the message to be clearer and more interactive. (Picardi, 2001, p. 9)  

Written communication is also a form of verbal communication however is more complicated than oral as it does not allow for instant response or the benefit of gauging body language. It is a solitary form of communicating and allows the sender to reflect and assess the message before the message is sent. Writing like speaking has two components, the writing which is equivalent to the oral aspect and reading which replaces listening. Written communication comes in many forms such as leaflets, billboards, written press and advertising although within the workplace would usually be used in emails, memos and letters (Picardi, 2001, p.10).  

Non-verbal communication consists of messages that are not sent orally or through a written medium, this kind of message is often sent subconsciously and unintentionally through facial expressions, body language, the way we present ourselves, through the way we dress, stand and tone of voice.  (Mcpheat, 2010, p. 26) It is thought that under ten percent of a message is received orally with over 90 percent received through facial expressions, body language and the way we present ourselves through dress and appearance (Picardi, 2001). 

There are several factors that can hinder communication in business, Complicated jargon, too much information, cultural differences, failure to listen, persons hierarchy and different points of view can all have a negative effect on the message. (Project management and Leadership, 2016) There are many situations where the verbal message will be ignored in favour of the non-verbal, for example if a person was invited to a house for dinner and claimed that the meal was excellent but had a squinch on their face when they took a bite and failed to finish the meal, the host would assume the guest did not enjoy the meal regardless of the verbal message. Sensory signals are also a very important part of non-verbal communication that can affect the message being sent and received. Space, time, sight, sound and touch are all part of sensory signals and vary according to our relationship and cultural background (Mcpheat, 2010, p. 26).

The amount of physical space we allow someone will vary according to our relationship with that person, for example a family member may be allowed to stand less than a foot away and indeed touch without any problem while we may not afford this type of closeness to a stranger or a work colleague (Mcpheat, 2010, p. 27). 

A family member or very close friend leaning over you while you were reading an interesting article in a magazine may not cause discomfort or the wrong message being sent. If someone not so close tried to do the same it would be viewed as an invasion of personal space, you may pass over the magazine for them to look at or they may wait until you finish rather than leaning over and touching you while you were reading.  This indicates that although both scenarios are the same the message received would be interpreted differently highlighting that the context of the message has an outcome of how it is interpreted.  
This may change according to cultural background as some cultures do not share the same boundaries of space therefore although this is usually the case in the western world, in many other cultures this may differ therefore cultural context is a factor to consider (Picardi, 2001, p.12).

Eyes allow us to read messages through facial expressions allowing us to receive the message correctly rather than relying on the verbal message alone. There are roughly 25,000 facial expressions meaning that a person has to process the messages with great speed to understand the message being sent (Morgan, 2017, p. 253).
We can also read a person through their eye movements and eye contact. If a person failed to look into your eyes at all during a meeting and kept avoiding eye contact the whole time this would cause suspicion about the sincerity of the message being conveyed. (Mcpheat, 2010, p. 27) 
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Figure 1 

Businesstopia, (2018) [Online] Available at: https://www.businesstopia.net/communication/shannon-and-weaver-model-communication 

In 1948 a mathematician Shannon and an Electric engineer Weaver devised a mathematical theory of communication now known as the Shannon ad Weaver model. This model was devised to enhance the efficiency of communication.  

The model breaks down the communication process as sender, encoder, channel, noise, reception and receiver.  

Source: the person transmitting the message,   

Transmitter: Voice, Phone or the medium used to transmit  

Noise: Interference e.g. a bad phone connection, load noise, distraction or disturbance during oral communication  

Receiver: medium used to receive message  

Destination: Intended recipient of the message  

This model works well when applied to certain media however it does not pay enough attention to the receiver or listener of the message as a message is only useful when understood. It also fails to consider advances in modern technology and the change in ways people use to communicate in the modern world (Wells, 2011).  

Weaver's Model of Communication and its Implications (Wells, 2011).
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The following is an example of how a simple mistake in lack of or poor communication has resulted in financial loss, unnecessary delays and stress.  

I work as a shipping clerk and rely solely on information communicated by the carrier and the client when arranging a booking. All information must be correct and clearly understood between all parties concerned to ensure that the address, date, time, consignee and shipper details, port of loading and port of discharge are all correct. All shipping documents must also be in order and correct to the last detail.  Before starting work with this new client, I had several phone conversations with him during which the rules, regulations, prices etc were discussed in great detail. We also had a face to face meeting with the client and his UK representatives during which everything was clear and understood.   

On one occasion he informed me that he had a new guy that would also be sourcing and purchasing for him and that they would require a 40' container for a job.  I spoke with his new loader and requested all the relevant details, which he was able to provide, I made sure everything was in order before proceeding with the booking. The truck arrived at the arranged pick up point on the date requested and took the container to Felixstowe port to be weighed ready for loading onto vessel. It became apparent that the container was 4.5 tons overweight which meant that the vessel would not take the container. This resulted in port costs & fines, additional transport costs, loading, unloading costs and huge delays in getting his goods shipped amounting to over two thousand pounds of unnecessary additional costs.   

After the problem occurred the loader blamed the shipper claiming that he had only loaded what the shipper requested and that the shipper should have informed him clearly. The shipper blamed the loader for not checking the weight properly. I had explained the whole procedure including weight restrictions to all parties involved however the subsequent communications between the shipper and loader resulted in the message becoming less clear and misunderstood.  

This experience indicates that even though all parties involved where communicating there was a lack of feedback. The receiver was not getting the intended message highlighting the importance of feedback and the fact that only when a message is received correctly as intended does it become communication.  
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In conclusion communication skills are vital in business as lack of these skills will result in loss of efficiency, productivity and profit. Good communication can increase the moral of staff, improve workplace relationships and enable an organisation to pull in the same direction while sharing common goals.  Although business is aware of the importance of this skill most prospective employees are insufficient in this skill and do not fully understand what constitutes successful communication. There should be more emphasis placed on training and educating employees to fully understand and utilise their communication skills.   

Employees should constantly be trying to improve their language skills and always consider that comprehending a message correctly is as important as conveying messages clearly. It may be advisable to alter your message according to the recipient to increase the chance of the recipient understanding the message correctly and for the message to have the desired effect. 
Employees should also be aware that emotional state, personal issues, stress, relationships tone of voice and body language can also affect the way messages are received and pay attention to these factors when communicating.  
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