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Introduction 
[bookmark: _Toc35534600]This purpose of this report is to understand team communication, communication skills, some models of communication and the importance of communication skills in the workplace to help keep work relationships going well and achieve the goals of the business. The report will also discuss ways to improve communication in the workplace. The organisation chosen as the case study is one of the Holiday Inn hotels in London and the report will discuss how communication is applied in the selected workplace, some problems with communication there and various ways in which communication and communication skills can be enhanced in the selected Holiday Inn.
[bookmark: _Toc35534601]Understanding of communication and communication skills
Communication is ‘the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people’ (Griffiths and Dunham, 2017, p.47). In the communication process there are three parts which are the sender, the message that is being sent through a communication medium and a receiver (Griffiths and Dunham, 2017). Effective communication help to build team spirit, get more engagement from staff, help business grow and make staff motivate to work hard. Effective communication makes every team member feel valued.
To communicate effectively in the workplace, you need different skills such as listening skill, writing and speaking skills to pass message in a way that it is understood properly. Another important communication skill is being able to give and receive feedback especially in the workplace where people want to know if they do good job or not. In addition, being able to communicate non-verbally is another effective communication skill like being friendly, nice, good use of body language and being able to observe things around you so you can get more information to pass (Griffiths and Dunham, 2017).
Models of communication 
There are various communication theories and models which are used to describe the process of communication.
Shannon & Weaver’s model (1949): This model describes the communication process as when a sender who is the source of the information encodes the message and transmits the message through a channel to a receiver who decodes the message to get to the destination. According to Shannon and Weaver’s model the channels of communication can be affected by noise or barriers, so it is important to send the message in a way that the message is not disturb by noise so the receiver can get the it ok. 
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Shannon and Weaver Model (adapted from businesstopia.net, 2018)

In communication noise can be anything that can stop the receiver from getting the correct message planned in the communication. Noise can come from physical things like music playing, sending message in a building site or a noisy place or not using the correct words or words not clear which is misunderstood or confuses the receiver (Morgan, 2017; businesstopia, 2018). 

Berlo’s Model: Berlo’s  model is made up of  SMCR where S is source (sender), M is message (making up a message or encoding the information), C is channel (the medium that the message get to the receiver) and R is receiver (who decodes the message). 
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Berlo’s model of communication (adapted from businesstopia, 2018)
In Berlo’s model of communication, level of education, skill level, culture, language level and other social factors must be similar between sender and receiver for communication to be good, if they are not similar, then these things can become noise or barrier to communication (businesstopia, 2018).
Schramm’s model of communication: Schramm’s model of communication describes communication as a process of a sender encoding a message, sending the message through a medium, a receiver decodes the message and sends a feedback to the sender. The model also state that noise can affect both the ability of the message to get through and the content of the message. The main point in Schramm’s model is that it sees communication as complete only when the receiver sends a response or feedback to the sender to confirm the message is received as intended (Blythe, 2009; Griffiths and Durham, 2017).

Forms of communication
There are various forms of communication such as verbal, non-verbal and written. Verbal communication is communication involving speech and words which can be delivered by face to face discussions, meetings or through conversation over the telephone.  Another form of communication is written communication, which is when we pass information or message by writing in any form like letters, emails and other forms of writing material.
Non-verbal communication is when we send message by how we use our body language, hand movement, how we make face, body posture, make eye contact or not and tone of voice. Quintanilla and Wahl (2017) identified seven codes of non-verbal communication which are: vocal expression, space, environment (natural or constructed), physical appearance, body movement, facial behaviour and touch. 
Analysing communication in the workplace
The case study for this report is one of the Holiday Inn hotels in London. In this hotel verbal communication is the most common form of communication used all time because staff are always talking to customers at the reception or restaurant. In addition, staff use verbal communication among themselves as supervisors give instructions to junior staff all time. Apart from face to face speaking, the use of telephone is another most common way to communicate in the hotel like room service, customers calling to make booking and all forms of messages. Telephone is fast and easy to use but can be problem with poor communication as well. Written communication is also used like business letters, emails and orders so that there is evidence on business done.
[bookmark: _Toc35534603]In this hotel, one form of communication that problem has been seen among staff is non-verbal communication skill. Most of the Supervisors and managers have poor non-verbal communication skills. As shown in Shannon and Weaver’s model, noise can be a barrier in communication and in the case of Holiday Inn staff communication, the vocal expression when Supervisors communicate with junior staff is harsh and unfriendly and this make staff upset. Also, face expression when using communicating with others make staff feel let down and feel not respected which affect how they respond to a problem can become mental noise. Another area of poor communication skill in the hotel is in the area of giving and receiving feedback. As is shown in Schramm’s model, communication is not complete until unless the receiver gives feedback to the sender. In the case of the hotel, staff are not given detail feedback, and this cause them to upset and not want to do much work. 
Another example is the case study of Maria and Pedro we did in class, when noise from the construction site prevented Pedro from hearing that Maria want him to get chicken when coming back from work. If communication process has used Schramm’s model, Pedro will have responded by giving feedback to Maria, she would have known that he didn’t hear her properly and she can avoid misunderstanding by sending the message in a channel where noise is low like text message. 
[bookmark: _Toc35534604]
Ways of improving communication in Holiday Inn
To improve communication among the team at Holiday Inn, it important to understand the way communication happen in teams. Morgan (2017) identified three main issues that communication pattern in teams can show which are amount of communication, quality of communication and who is communication with whom. There are some difficulties in managing effective communication skills, the ways provided below can help improve communication skills and to understand its importance.
1. Learning basic of non-verbal communication: Providing training for non-verbal communication is important such as how to make eye contact, keep a good positive body posture that show you are interested and paying attention. It gives an expression that the speaker is given important, you are paying attention and is understanding what the other person is saying. Non-verbal communication can be a strong way to pass a message in some cases that you do not need to speak. Showcasing that worker is focusing well can create a positive new thing on the employee. 
2. Improve writing skill: Writing is another form of communication which is adopted by the organisation. In the hotel, staff need to be aware that there is a difference between writing to colleagues or customers on official business and writing to a friend or family. It must be improved to make the customers aware of the respected services in the case of writing emails and business letter, a special concern must be given to grammar. The words which have been used must be easy and short. It will make the readers understand what you have write in an easy and better way.
3. Asking for feedback: Giving and taking feedback from managers and supervisors can help create better understanding. As discussed in Schramm’s model, through feedback, issues, misunderstanding and confusion in communication can be settled in a way that is clear and avoid not understanding each other. Taking proper feedback from managers and co-workers helps to improve communication skills. Through feedback, it might be easier to work on barriers to effective communication. 
4. Engaging in discussion: There is a need to organise meetings and start to talk openly about what staff consider a problem. Most of the time, in businesses like Hotel Inn, poor communication can be because there is no opportunity for people to talk and say what they have in mind. When this is the case staff will go along to keep things in mind and when they say it, it can come across in a wrong way out of anger or frustration. If the manager organizes a meeting, it is important to get everyone involved in the discussion and everyone is allowed to say their mind
5. Recording of important notes and presentation: Recording presentation and notes is another way to improve communication skill.  It improves the way of communication with others in the organisation. Through this, there is less chance of forgetting any beneficial aspect of the meeting. This aspect generates more confidence in the minds of workers to achieve their target goal. 
6. Being a good listener: An important communication skill is the ability to listen and to listen in an active way that shows the other person that you are paying attention. To be a good communicator, there is a need to be a good listener as this not only improves the chances of the other party giving the message in a friendly way, it improves chances of a good two-way communication (Morgan, 2017). Through these methods we have discuss, problems with communication can be solved.
[bookmark: _Toc35534605]Conclusion
This report focused on the effective team working and communication in the workplace. It analysed what communication is, different skills needed for effective communication and importance of communication. This report also discussed models of communication and forms of communication that include verbal, non-verbal and written communication. In the case study organisation used in the report, the report identified the various communication problems in the workplace and the reasons for them. The report shows that one of the causes of poor communication is noise that can disturb the message and make the receiver not understand the message proper as shown in the Shannon and Weaver model. Finally, the paper identified different actions the business can take to improve communication skills at work and to make sure every worker gives good service.
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