


Introduction
 “Communication is transfer of information from one person to another, whether or not it elicits confidence. But the information transferred must be understandable to the receiver.” (G.G. Brown).	
Communication is the act of transmitting information through the exchange of information or thoughts. It can appear as spoken words, writing, behaviour or body language. Overall, it is the relevant exchange of information between people. Most of the time it includes involuntary non-verbal actions, such as facial expressions, the tone in our voice and our postures. All these are part of the communication and help towards getting a message across. 
Communication is also being able to listen and be observant of the other party’s behaviour in order to understand the message better. Active listening is the fundamental skill that needs to be mastered in order to understand what another is saying.
Why is it important?
Being able to communicate efficiently is maybe one of the most crucial skills one needs to fully comprehend. Working on it and trying to continuously develop this skill has big impacts on many aspects of one’s life, such as workplace, social environment and even personal life. Being able to communicate your ideas clearly has a big impact on how other people perceive you as a person. For example, in your personal life, your circle of friends depends on how you get your ideas across. Also, the relationships with your family are highly impacted by the way you choose to communicate with them and how often you do it. And regarding the workplace, communication sits at the basis on your success and achievements. 
This report is looking at communication overall and how important it is in the workplace. I will be looking at a case study and analyse it, while proving a deep understanding of the skill. I will be discussing relevant theories, such as Shannon and Weaver, Schramm and Berlo, while applying them to the case study. Finally, I will present some of the effective communication strategies, such as KEYS, SOLERB and 7C’s and again connect them to the case study, arguing how they are relevant or not relevant to my case study. 
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Types of Communication 
There are at least 6 types of traditional communication. But if you add to them all the communication meant the internet is providing us with, there are endless possibilities. For the purpose of this report I will focus on the traditional communication methods and analysing how they could improve different scenarios.
Based on the communication channel, communication can be either non-verbal, through body language or behaviour, or verbal, written or oral, which can be face to face or distance. Also, the style and purpose are very important when defining communication, which in this case can be either formal or informal. 
Informal communication is a free-flowing type of communication, with no structure or rules set in place. It is mostly oral, there is no predetermined communication mean, or any evidence or documentation needed. Formal communication is regulated type of communication, there is a clear predetermined channel, there is certain evidence and documentation needed, in order for it to become a reliable source of information, while also being time consuming. 

Communication in a business organisation 
Professional communication is the communication that happens at the workplace. It is made by oral communication, written and often visuals as well. Effective communication within an organisation promotes the business and its products or services, being an important part of marketing, human resources, accounting department and most importantly management. As a manager, being able to effectively communicate and inspire your workers sometimes makes the difference in achieving targets and goals. 
Written communication
Professional documents are crucial in an organisation. They are usually intended to someone therefore the writing style depends on the audience. One of the most important pieces of writing are proposals, as they are meant to find solutions to different business issues occurring within the organisation. It is a developed plan on how to deal with future projects, offering formal suggestions. On the other side, there are reports, which are made on historical events. They bring together information, facts, analysis and recommendations for different purposes. For example, reports can be done as performance reports, analysing how certain department has been performing in a given period of time, with recommendations at the end on how they can improve and exceed their targets. 
When it comes to letters, there isn’t necessarily a given layout but for convenience business follow a certain arrangement on how information is presented. This makes drafting easier especially in a large organisation where there are several clients, suppliers and business partners. 
Online communication
Nowadays, communication through the means of internet is just as important, if not more important in certain cases. Emails are probably the most used way of communication in modern business. They are similar to letters, just sent and received instantly. There is still an order of information that has to be followed but they are easier to be forwarded to other people and also can be send to more than one receiver at the same time. 
In a big organisation chat rooms are essential as well. Due to the fact that it would be very complicated and time consuming to have meetings every time someone needs to communicate with people from different departments or parts of the business, chat rooms are necessary. A chat room is an “area” online where people can log into and have conversations with the other people online, ask questions, propose meetings for the more important issues and so on. It can also be used to send private messages that only on receiver can see.  
Social networking plays a big part in communication nowadays. The most important site which brings professionals together is LinkedIn. It makes it easier for employers to find potential candidates, find their interests and past experiences.  
Case Study
Joe and Alex are both human resources managers in a big corporate. Their jobs are identical, they have the same duties and are responsible for the same number of people but the feedback they receive is very different. Alex’s employees are very happy and motivated, they are not scared to approach her with new ideas and concerns they have, and they feel that the feedback they receive from her is very constructive and helpful. 
On the other hand, Joe’s employees complain about him all the time. They say that every time they have an issue and try to speak to him, he does not listen and does not take into consideration their feelings and requests. They only get negative feedback and every time they present new ideas; their suggestions go undressed and are always ignored with no discussion.
At a recent supervisor meeting, the company executives discovered that Joe’s department has been underperforming the whole term while Alex’s have been constantly hitting and exceeding the targets. 
The main problems in this case study have their basis in effective communication. For example, it is easy to see that Alex uses her communication skills in a very effective way, helping her employees perform better. One of the key things she does is offering constructive feedback. Once the employees know what they do well and are praised for it, it is very easy for them to accept the negative feedback and improve on it if it comes in a positive way, with recommendations and a chance for questions to be asked. Also, the fact that their manager listens to their ideas and shows willingness to put the good ones in practice only motivates them more pushing them to achieve their targets. 
In Joe’s case, the fact that he does not try to communicate with his employees proves that they are underperforming. If as an employee you do not feel comfortable going to your manager asking for help or advice and all the feedback you get is negative, there is a high chance you will not be hitting your target due to the unhappiness at the work place and the fact that there is no motivation. There is no employee satisfaction as their ideas are ignored completely and there is no employee satisfaction. 
Therefore, effective communication between managers and employees is key in a company and it helps identifying issues and solving them. It is important that there is a level of friendliness between them, due to the employees starting to trust their manager. Once the high level of formality is slowly decreasing, there are higher chances that interpersonal relationships will be formed and that is when your employees will start performing well. On the other hand, the managers should not treat their employees like friends. There should still be a certain degree of respect. The managers should use a firm tone, so their message is delivered correctly. A friendly tone would cause misunderstandings as the employees will see the managers requests as suggestions not as imperative tasks. 
On this case study we could apply different communication strategies. One of them is KEYS. 
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The first step is about being able to be able to recognise your own strengths and weaknesses and be able to work on them. Evaluate the professional context is based on the feedback you are given and your ability to receive it. The third step is acting on that feedback in order to improve your work. Finally, step back and reflect is very important as it allows you to realise what went wrong in the first place and take measures to avoid it.
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The next key strategy in communication is 7C’s. This is a list of things to keep in mind when trying to improve communication skills, more exactly delivering information. The information has to be clear, correct and complete. The person delivering it has to make sure that it is concrete, leaving no room for interpretation and concise, straight to the point. It is also important that certain consideration has been taken, for example of the receiver’s opinions, background, knowledge etc. Also, the sender must be courteous, taking into account the receiver’s feelings, viewpoints and beliefs.

  [image: ]
SOLER looks at one’s body language when communicating. It is important to use it as our body language plays a big part on how people receive the information we deliver. 

Relevant Theories
BERLO
This model is not specific to a certain type of communication and includes different factors under each of their elements. 
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Schramm
This model tries to explain how the meaning of communication is distributed between people, organisations, etc.
[image: ]
Shannon and Weaver 
This is the basic model and does not take into consideration as many factors as the other two. It is the first one and it was developed in order to improve technical communication. 
[image: ]
Role of Culture in Communication 
Culture plays an important role in communication, in the way one is perceived by the world around him. Language is the most important aspect of it because if two people speak different languages they simply cannot understand each other. Cultural misinterpretation comes from different styles of speech and different tones. For example, German speakers might come across like they are angry or aggressive. Asian people do not make eye contact and it can be seen as in insult if the people they communicate with make eye contact with them. Indians tend to move their head a lot as part of their body language and to help get their message across. 
It is very important to keep in mind all these aspects when communicating with people from different backgrounds and just be mindful of their cultures and tradition. 
Conclusion 
This report has looked at communication, what it is and why it is so important within one’s personal life and also within a company. I have presented and analysed a case study, alongside with the effective communication strategies, such as KEYS, 7 C’s and SOLER, and the relevant communication theories, such as Shannon and Weaver, Schramm and Berlo.
From this report I have personally learned how important communication is in everyday life and how crucial it is to receive and deliver the information correctly in a concrete mode.
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Exercise2: COMMUNICATION: A CASE STUDY

As you read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the critical thinking questions at the end of the case and, wherever
possible, say whose communication model is relevant.

BARRY AND HIS STAFF

Barry is a 27-year old who is the manager of a restaurant. He is responsible for supervising and
managing all employees in the kitchen. Employees working there range from 16 years old to 55
years old. In addition, the employees come from varied cultural and ethnic backgrounds. For many,
English is not their primary language.

Barry has a Health and Safety (Food) Certificate and tries his best to keep up with food safety issues
in the kitchen, but he admits it’s not easy. Employees receive “on the job training” about food safety
basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and
sanitizing). But with high turnover of employees, training is often hurried, and some new employees
are put right into the job without training if it is a busy day.

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around
and realized that he didn’t have a clean uniform. However, he managed to find one that was not
very dirty. As he dressed, he realized that he needed a haircut and a good hand scrubbing, especially
after working on his car.

When he arrived at work, he dashed into the kitchen and noticed several trays of uncooked meat
on the work tops. They appeared to have been sitting at room temperature overnight. He called one
of the kitchen staff and asked: ‘Why did you leave the chicken out when I told you to put them in
the fridge?”

The man replied: ‘I heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. | didn’t know you were talking to me’. Barry is frustrated and
doesn’t know what to do. He felt like he was beating his head against a brick wall in trying to get
his employees to practise food safety.

He has made many efforts to get them to learn how to handle food safely. He has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions:

1. What are the communication challenges and obstacles that Barry faces?

2. Which communication models can you use to explain Barry’s problems?

3 What solutions might Barry consider in addressing each of these challenges or obstacles?
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to you at the next session. You will need to include a scanned copy of this exercise in the form of an
appendix together with your Task 1 (part of the Assignment for this module).

Ex.1. Read the following brief and write a business email according to the instructions.

You are the Director of Communications at your company and you would like a Supervisor, Mary
December, to go on a training course in non-verbal communication because you have observed
that her non-verbal skills sometimes send the wrong message.

- Tell Mary why you are writing

- Say what you have observed about her communication skills

- Tell her how you think this course would improve her skills and her relationship with her fellow
workers.
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Ex.1. Read the cases and answer the questions that follow

CASE 1: Mary was working on some paperwork when her daughter came into the room upset.
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “It'll be OK,” and ‘Everything will be all right.” She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about
seeing her tomorrow!’. The child broke down and cried.

1. Why weren’t Mary’s calming words having any effect on her daughter?
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CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was quite |
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I'm so tired, can’t it wait?’. The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but |
walked out of the kitchen. |

1 Why was Sally upset?
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2 What could Steve have done to help the tension that had developed?
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Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students:
Dear Sir,
I .am writing to you because | am confused about Communication.
Could you please explain:
1.What Communication is:
2. The Shannon-Weaver model.
3. What is meant by non-verbal communication and why it is important.
Many thanks,
Lucy Mars.
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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