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Essay.

Communication is the way we relate with each other on a daily basis. It is the transfer of information from one group to another either in a verbal or non-verbal way i.e. a baby crying out loud is a way of sharing discomfort and calling out to his or her primary care giver. In this instance, the baby can’t communicate in words, he or she is able to express an emotion with sound. It is expressions of one’s self or a particular emotion or feeling. Communication varies between individual, cultures, backgrounds however is needed in all works of life. i.e. some cultures welcome each other with kisses on both cheek while others with a handshake. The process of communication is the discussion of opinions, data or concepts that leads to both parties having an understanding of what has been said (Griffiths et al 2015.p.91). It is a two-way process as it involves receiving and response, however effective communication has not taken place if one party does not understand or the wrong message has been passed instead (Griffiths et al 2015.p.93). It is the interaction and way of engagement between individuals in a relationship whether professional or personal (Koprowska, 2011.p.5). 


According to Baker (2003) knowledge is received and passed by communicating with one another. In management, communication is all we do starting from the contact with consumers, clients, team members and all that comes with running an organisation. The theories that can be applied in a work setting are executed by communication for example task centred theory. The effectiveness of our interpersonal relationship with clients is reliant on being able to communicate properly and effectively with well-


developed skills (Wilson et al, 2008.p.297). Various forms of communication convey different meanings as perceived by the consumer therefore the acquisition of good communication skills cannot be over-emphasized as it lies in the heart of empowerment. (Lishman,2009. p.1).

In this essay, I will discuss my understanding of effective communication and its various forms. I will discuss the relevance and effect of communication skills on management and team work, its strengths and weakness will be pinpointed. I will discuss the use of task centred theory whilst communicating to improve work place productivity. In conclusion, I will reflect on my own personal development and how to improve on my communication in a workplace environment.


Communication can be divided into two types: verbal and non- verbal. Task are carried out using either of these forms of communication or both.
Verbal communication involves the use of words and language. (Quintanilla et al 2017.p.29) i.e. If I asked a colleague to print out particular emails for me. That is direct and not open to other interpretations, I have simply made a request.  Verbal communication means oral or spoken communication which includes asking open or closed questions (Lishman, 2009. p.39) Open question asks for explanation, while closed question is a requires a yes or no answer. I recall my daughter speaking to me about an assessment she did asking open ended questions to enable her gather as much information and 




flow of conversation. I asked what that meant and she said open ended question gave the responder room to go into details and explore rather than 
give short answers, this is appropriate during assessment however it also means that irrelevant answers could be given (Lishman 2009). My daughter explained that she asked her question like ‘‘what was her experiences of childhood’ as it was a fostering assessment.  A disadvantage of this was that the responder sometimes went off into other discussions which made it difficult to focus on the task at hand.

The success of a team is dependent on how effective communication between the groups are, however an understanding of the group dynamics is crucial to this. Thinking of a management scenario, if my team manager called a meeting of house keepers and explains that there would be an inspection in a few days times so everyone should ensure that their task is carried out as individuals and a group. The team manager gives a list of duties to each member of the team. To me, it is a direct instruction to finish all my duties to a high standard. However, assuming, a new member of the team first language is not English, he or she will struggle to interpret the message. This team member will struggle with carrying out the task at hand which means that communication has not been effective hence will fail as a group. This means that a team manager has to consider language amongst other factors whilst communicating with his team. This buttress the point made by Robinson et al 1982 that explains that an effective communicator must understand various factors may lead to his or her message not being conveyed as intended to listeners, so it is crucial to 


check that every member of the team understands what is said by asking i.e. language, or being new to the dynamics of the team. (Quintanilla et al 2017.p.27).


Another example, I have been asked to go buy a loaf of bread at the local shop. I realise that there are various types of bread, white, brown, seeded, malted as well as different sizes: thick, thin, medium. I get confused and have to either return to ask or call in order to be specific so I can carry out that task successfully. This shows that although verbal communication can be direct, it has to be carefully thought of before delivery.

Symbolic communication involves our attitudes and actions that signifies something i.e. dress, environment, punctuality (Lishman ,2009. p.26) It is simply the way and how we present ourselves to other people and what it is perceived to be mean. i.e. a lawyer is expected to dress accordingly before appearing at the court to present a case. If lawyer appears in jogging bottoms, this affects their ability to communicate effectively and be taken seriously.


Non- verbal communication involves the use of facial expression, body movement, gestures and eye contact (Lishman,2009. p.32). According to Sutton (1994). In essence, it is saying that verbal communication is about giving information vocally while non-verbal communication is mainly the transmission of our feelings and attitudes (Lishman ,2009. p.32).  In my



opinion, non-verbal communication is much more important than verbal form.


I recall sitting in a presentation and was called out by senior management afterwards stating that I was disinterested during the presentation and needed to change to my attitude towards my learning and work. I was surprised asked why they thought I was disinterested as I didn’t say a word throughout. The reasons given for this assumption was that I slouched and my facial expression looked disinterested. I felt this was not a true picture of my feeling at that time but this was perceived otherwise. I made a conscious effort to be more conscious of my body language and facial expression in professional settings.

 This buttresses the definition by (Ivy, Wahl 2015.p.5) that says that “non-verbal is communication other than written or spoken language that creates a meaning for someone “. I however feel that that this method of communication can lead to various interpretation depending on the context of conversation or the listeners interpretation of cues. An individual putting their hand under their chin could either be a sign of in depth attention or could be lack of interest in the conversation. Using hand gestures during a conversation could be termed as being engrossed in it or passing the message in an aggressive way, therefore being able to use this rightfully is crucial.




The importance of tone in non-verbal communication cannot be over-emphasised. According to Louet 2012, it explained that studies have shown that an individual with influence speaks typically low, slow and with vocal intonation (Quintanilla et al 2017.p.33). I slightly disagree with this as some people with authority speak loudly to exert their influence and announce their presence. Having the right tone in a professional and personal capacity is crucial to effective communication. The tone of our voice sometimes exposes our emotions, thoughts and the associations we have with others (Quintanilla et al 2017.p.33). When a manager speaks sternly to a member of staff, we assume that it’s because he or she is upset about something. 


Workplace communication skills is very crucial to organisations either small or large as it affects productively and ability for employers to function efficiently. Employee can either have an increase in drive, productivity and effectiveness if the line of communication is clear as well as methods. It is therefore important to have an in-depth understanding of verbal and non-verbal methods of communication in order to increase productivity.

Using the ‘KEYS’ approach is described as a way to help in maintaining professional excellence in the work place (Quintanilla et al 2017.p.42). The first step ‘know yourself’	 which is about studying one’s self as an individual and non-verbal hints we give out without knowing i.e.  body language, eye contact, hand movement.




The next step is, ‘evaluate the professional context’ which requires understanding and making an evaluation of non-verbal gestures that are suitable in the workplace depending on which setting that it is (Quintanilla et al 2017.p.42). This involves understanding the dynamics of that setting and how they communicate. i.e. someone who works in retail cues will be different from a lawyer in a court room.

The third step is ‘communication interaction’ which involves been aware of how we relate to other people (Quintanilla et al 2017.p.42). Active listening, observation and having an understanding of what is being discussed is crucial. Active listening involves observing both verbal and non-verbal cues. It also sends a message of respect to team members as one is able to explain what has been said.

The final step is ‘step back and reflect’ which entails one to scrutinise your communication after interaction has ended (Quintanilla et al 2017.p.42) The example I gave of being perceived as non-interested during a presentation due to how I sat and facial expression. I was able to reflect on this afterwards thus being very aware of myself in similar environments.


A group of people working in a household furniture store need to increase their productivity as sales have been decreasing. The team manager comes up with a specific list of ideas to increase productivity. He is using the task centred approach and according to Adams (2010, p.18-19), task-centred approach was formed in the 1960’s, thereby applied in a wide range of 

framework. It is indicative by its brief, focussed, structured and time limited approach that is fixated on resolving the issue at hand and enabling the users to think for themselves. This method of approach is applied to prevent forming long dependency which occurs when there is no clear purpose to what is being done. (Karen, 2005.p.111).

The team manager decides to give a presentation of how to tackle the issues at hand. He sends a simple email with time and date for the meeting. The team manager presents a power point on what the issue is and steps to tackle them as well as a time frame. He ensures that his written words are simple and concise so its easily understandable. His body language is positive as he engages members of the team by asking questions, using visuals and asking 
what they understand. The manager also observes his team’s body language and other non-verbal cues.

As an individual, I understand that my non-verbal cues such as posture, eye contact might be misleading so I strife to portray a positive outlook in order to achieve professional excellence in my work place. Effective communication entails understanding to be able to have a positive effect. This is an area that needs constant improvement.

In conclusion, the effectiveness of our interpersonal relationship with service users is reliant on being able to communicate properly and effectively with well-developed skills (Wilson et al, 2008.p.297). Various forms of communication convey different meanings as perceived by the listener therefore the acquisition of good communication skills cannot be 



over-emphasized as it lies in the heart of empowerment in every setting and practice (Lishman,2009. p.1). 
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