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Introduction



The following is my report on the importance of good communication in the workplace, I will give a definition of communication and why it is important in management. My report will show how communication can be effective in a business organisation, I will address   different theories, the importance of effective communication and different methods of communication. I will also look at some communication problems (noise) and their possible effects. I will investigate feedback and why its vital in the communication cycle and finally I will talk about the importance of effective communication, Methods of communication and How communication works between Management and Employees and to what purpose before my conclusion.


































Section 1

Definition of communication

Communication is the discriminatory response of an organism to a stimulus. Stevens, S.S., (1950)



Sub-section 1

Importance in Management

Communication is important in management weather verbal or non verbal, within a group good communication is motivational, sets a structure and norms are clear in the patterns of communication that develops among the team. (Griffiths, B.A. and Dunham, E.B)

In my office communication is very important as there are many departments; we use different channels to achieve a good level of communication throughout the office. Email/Skype is the more common channels used communication meetings and face to face communication is done within departments.

Case Study

A case study conducted in my office with my input looked at internal communication as we have staff working various hours not all attended communication meetings, I suggested having a communication lead in each department. They would meet with managers weekly and draw up a communication brief which would be emailed to each staff member. This was measured by responses to a particular email sent once per week for 10 weeks. There was a significant increase in responses from staff unable to attend the communication meeting and felt more included as team members. Other staff members complained they were getting information twice as the email went to all staff. We looked at this and decided to only sent the email to staff unable to attend meetings.
Section 2

How communication can be made effective in a business organisation

Communication can be made effective in a business organisation in a number of ways. This is important when completing tasks and the general smooth running of the business.

Open Meetings

Having open meetings is a good way to express your plans to your team and obtain feedback. This is because employees feel more engaged with managers. Body language plays a big part in open meetings.

Emails

Open meetings are sometimes inappropriate. Emails are a way of communicating sudden changes to a plan for example without interrupting employees work progress. They can access the message when convenient. 

Open Atmosphere

Open atmosphere promotes innovation and an open minded approach to tasks.

Listen to Employees

If employees are not heard, then communication breaks down. In order to get the best from employees the communication channels must be two ways.

One to One meetings

There are employees who prefer a one to one meeting. So as well as open meetings one to one meeting are just as important to get the best from your team and keep focus on the task.









Section 3

Communication theories

My understanding of communication is the ability to transmit information between sources, weather between people or objects such as computers. The communication model is based on these principals as in the Shannon & Weaver model below (Shannon & Weaver 1949.

[image: ]

A communication is encoded by the sender; a communication channel is used to transmit the message. The receiver decodes the message and confirms receipt with feedback.
This model also takes into account the presence of (noise) between encoder and decoder, noise is not only physical as in cases study Pedro and Maria (appendix 1). It can come in the form of education, social or language barriers, noise is anything that has the potential to interrupt the encoded message being received clearly. This is why feedback is the most important component as this confirms with the encoder the message was decoded successfully and clearly understood.












Osgood-Schramm model solves the language barrier (see below)


[image: ]
Source:Communicationtheory.org

However, this model is basic and does not take into account Social factors like the Berlo’s model (Berlo’s 1960)
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This model takes into consideration social aspects such as language, Culture, Social systems and knowledge both on the sender and receiver. 

Sub Section 1

The Presence of Noise between Encoded and Decoded messages

Noise in communication can be defined as something that stops the decoder from decoding the message completely. Noise comes in different forms depending on the media used, environment or sometimes more individual to a person. Kimberly Dyke (2018)

Sub Section 2

Different Types of Noise

Physical Noise
Environmental noise is the most common physical noise for example: Answering a mobile phone at a premier league football match or at a music concert. Sometimes environmental noise is within someone’s control for example: If someone is listening to loud music and the phone rings, thee would lower the music volume before answering the phone. During a lecture, student conversations and whispering is also noise.

Semantic Noise
When people from different playing fields attempt to communicate the noise is semantic. A doctor using medical terminology to a patient, the patient will be unable to decode the message successfully without knowledge of medical terminology. Semantic noise can also occur during cross-cultural communication in the form of tone of voice, eye contact and body language.

The need for feedback between encoder and decoder

It is important for feedback as this completes the communication cycle and confirms to the encoder the message was decoded successfully. Feedback can be a verbal/Oral response or it could come in the for of an action for example if a mechanic is working under a car and asks his trainee to hand him a spanner, the action being completed is the feedback and he does not need a verbal response.

Section 4
Importance of effective communication

The most important aspect of a successful business is Effective communication. Without Effective communication any business will struggle to grow. There are many benefits to effective communication within ant business. ITS (2017)

Improved employee management
Effective communication between managers and employees allows for better performance on tasks allowing the manager to on the task at hand rather than the employees. It also allows employees to feel (in the loop) on any tasks pending. ITS (2017)

Build Strong employee relations
A good relationship between managers and employees is vital to the success of any business. Team building and social events enhance relationships. Knowing your employee’s interests comes through communication. ITS (2017)

Helps with decision making
Good communication within a business allows for decisions to be made faster. Trend can be spotted quicker and adjustments made.



Communication is the primary interaction between people. Effective communication has many benefits, enhances human interaction. In our personal lives ineffective communication is not as serious as on a professional level. Winbow, A., (2002).

I work with vulnerable people who need extra help. I have seen ineffective communication where a team member agreed to help a vulnerable person, it was not communicated to the team member the time of the meeting and a situation took place through ineffective communication. I have also helped service users where a lack of active listening has made it hard to get the service they need. Effective communication is not always clear. The encoder needs to know the decoder has the ability to decode the message in the format the encoder will use. Or the decoder has the technological means to decode the message. It is more difficult if abbreviations are being used by the encoder. There are different parameters that need to be understood by the encoder to ensure the message is clear to the decoder. Feedback will confirm this.

Section 5

Methods of Communication

Speaking or writing by a sender and listening and reading by a receiver are the two most common methods of communication. Verbal(Oral) communication is a message encoded with speech and decoded with listening, this is the most common use of verbal communication. However written communication which involves writing(encode) and reading(decode) is not the most common form of non verbal communication. Body language such as gestures, facial expression and appearance is also used in non verbal communication which requires the decoder to use vision to decode these messages.


Professor of psychology Albert Mehrabian to understand communication better studied the importance of non verbal communication in the 1970’s. He found that the non verbal communication was more influential than first thought. He developed a communication model based on his findings from a study of conflicting messages. He demonstrated that only 7% of what we communicate is the literal content of the message. The tone of voice, volume and intonation is 38% and up to 55% was body language. Mulder, P. (2012)

[image: ]

Section 6

How communication works between Management and Employees and to what purpose

Managers play a key role in how communication is established. All roles a manager undertakes requires effective communication. Employees look to managers for guidance, instruction and planning. A clear and open communication builds trust between managers and employees. 
Employees must buy into the open communication ethic for its success. The purpose of this is to establish a positive constructive working environment. Managers and employees will have a clear mutual communication strategy resulting in tasks completed on time and to a high standard. Business runs smoothly.







Conclusion
The evidence in this report concludes that effective communication within any work environment is vital to a good working relationship between managers and employees. Businesses with a good communication strategy will grow faster as decisions can be made quicker. There are different theories for communication but the most theories incorporate the Shannon & Weaver model of Encoder to decoder via media avoiding noise to get feedback. So however you look at communication these basic principles remain. Non-verbal communication is much harder to master as this is partly influenced by your emotional state. You may put out body language inappropriate for the audience if you’re in a negative emotional state. With non-verbal communication you need to be sincere or your body language may betray you.
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Fime-affocated:-1-hour.-Ptease return your paper to the-tecturerupon-comptetion—it will be returned
to you at the next session. You will need to include a scanned copy of this exercise in the form of an
appendix togethe@ you Task 1 (part of the Assignment for this module).
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Ex.1. Read the following passage and answer the questions.

The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He
never went into the village, bur shopped in the town near the University because he had nothing in common
with the village people, who were largely uneducated and did manual jobs. One night, the professor fell
asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
‘The edifice is being consumed by a great conflagration!”
‘The edifice is being consumed by a great conflagration!”

The village people looked at him and continued doing what they were doing.

‘Don’t you understand?’ He said. “‘The edifice is being consumed by a great conflagration!’
They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat down on
the ground and wept. The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My
home has been destroyed by the fire. | came and begged you last night.” He wept.

‘But Professor, why didn’t you say that your house was on fire? We would have helped.’

Q1: Why didn’t the village people help the Professor?
Q2: What should he have done to get them to help him?

Q3: Whose model of communication do you think can explain this situation?
Q4: Why?
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Ex.2. Read the following brief and write a business email according to the instructions.

You are Director of Communications at your company and you would like an employee, Jack Daniels, to join
your Communications Training team.

- Tell JD why you are writing
=1

- Say what you have observed and like about his communication skills

- Telt him why you think he would be an asset to the team
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Student Name: (j MU\/\ QO&—‘L Student ID: \\g lg OQ@

Time allocated: 1 hour.

Please return your paper to the lecturer upon compietion. It will be returned 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 yvour Task 1
(part of the Assignment for this module).

Ex.1. Read the following passage and answer the questions on the next page.

Case Study: A Day With The Chief

Mark is a top-performing salesperson at a pharmaceutical supply company. As a reward for his
performance, he is treated to a trip to the corporate office in California to meet the chief executive
officer, Ms. Mills. Ms. Mills is known around the office as the “Wicked Witch of the West” because

of her short and sometimes abrasive demeanour.

Mark’s co-workers share “horror stories” of their encounters with her, stating that she rarely makes
eye contact, never smiles, and dislikes being approached uniess she initiates the conversation.
Although he is excited to travel, he is also nervous about what he and Ms. Mills might talk about.
He prepares by thinking about how he can share his sales strategies and technigues. On the day of
the meeting, he waits patiently for Ms. Mills’ assistant to call him into her office. When he is escorted
in to meet her, he is shocked to see a petite woman behind the large desk smiling back at him with

kind eyes. He approaches, shakes her hand, and waits for her permission to sit.

Ms. Mills is nothing like the horrible person they made her out to be, Ms. Mills asks Mark several
thoughtful questions about why he is successful, ways the staff can be supported, and how the
company fits in with his professional goals. Mark feels more and more comfortable as she leans
forward to listen intently to what he is saying. Mark loosens his tie, crosses his legs, and begins
sharing stories of how he feels his immediate supervisor has dropped the ball on more than one
occasion and that the team would be better if more money were allocated to incentives and
bonuses. Mark immediately sees Ms. Mills’ eyes begin to squint and her brow furrow. She stands

up abruptly and says in a gruff voice that their time is up and that her assistant will show him out.
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1. Given the professional context, what would you have done the same and/or differently if you

were in Marl’s position?
2. Do you think Mark accurately evaluated the context? Why or why not?
3. What communication factors led to the change in the chief executive officer’s disposition?

4. How could Mark improve his communication skills?
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Student Name: Q 1U\0V\ QD%—»Q— Student ID: (\’é \K 00O 6

Module Name: _
E{bectwe

This exercise is to help you to record your reflection/understanding of the module content and

what you have been taught so far to help you prepare your final assignment. Complete it as best
as you can.

g
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Could you explain your understanding of the assignment by answering the following questions?

a. Isita presentation or a written assignment? __ (Dt e

b. Ifitis a written assignment, what is the word limit? LoD

o

Name the five aspects of Team Working you have to cover for your assignment:

1. (Cormmpmcalion — MHeVeodhS

2 _Landng
N
3.
4,
5.
Is the assignment brief clear to you? E(Yes (] No

If No, please explain:

What learning outcomes are tested through this assessment?

1.
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Explain your plan to complete this assessment
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Can you name 3 benefits of Teamworking?

1. Cc&\&\oo e (L
2. L(C(‘\q\r\\e ; Werbloand

How many stages are there in Tuckman'’s theory of team development?

5 & bee 2

Can you name them?
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How much time do you spend learning outside of class each week? Give details of what you do.

Your final thoughts and comments
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Maund 2017 Chapter 4 Table 2.1 “Non-Verbal Communication Codes: Consider the
Professional Context”
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ETW Term 1 {June 2018} - In Class exercise for Week 6

Review any lecture content not covered. See Weeks 1-6 on moodle.

Exercise: Classroom divides into self-defined groups of 4-5 persons. (5 minutes)

Reference: Essential Texts from the Module Qutline, Maund et. al. 2017 and Morgan 2017

The situation: (Read aloud and clarify keywords and discuss anything ambiguous)

The team are the management of a huge BMW dealership in London and the South East.
(Pick another car brand if you do not like BMW)

They have been caught discounting vehicles against other dealers to close sales. The Brand
owners in Germany have asked them to relinquish their distributorship. A Chinese electric
car brand is eager to find a British partner to test the market for electric cars. They have
made an exploratory phone call to management.

The work force knows something is wrong and people have started informally to ask
questions to management. Management have replied with “we are still BMW dealers as at
this moment.... You must concentrate on your work in front of you”.

The work force has key members who are taking days off without warning or due cause.
BMW have given them a deadline by which they must cease activity as a main dealer.

TASK:

1.Identify stakeholders {individuals and groups)

2. Create a communications strategy.

3. ldentify target groups,

4. identify goals or objectives,

5. Describe a way of communicating with these groups to achieve your objectives
Words and Messages, and Media.

6. Develop a briefing for each of these stakeholders groups, organised as if they were here
in front of you, use as many people as possible and reach these groups.

Presentation

Each group presents the main features of their communication strategy to the other groups
present





MARIA and PEDRO

Pedro works on a building site and Maria is his wife.

One day Maria phoned Pedro.

‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’
‘Okay,” replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you? He said.

‘Here - in the sitting room,’ she said.

When Pedro went into the sitting room, Maria said, ‘“Where is the chicken?’
‘What Chicken?’ Asked Pedro.

The one | asked you to get on your way home.’

Oh, no! | thought you said ‘when | come home | will see you in the kitchen'i

Whose model might explain this confusion and why?

How could it have been avoided?
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THE PROFESSOR and THE VILLAGE PEOPLE

A Professor of English at a well-known Welsh University lived in a large house not far from a
little village. He never went into the village, bur shopped in the town near the University

because he had nothing in common with the village people, who were largely uneducated
and did manual jobs.

One night, the professor fell asleep while smoking his pipe and the pipe fell onto the carpet
and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
‘The edifice is being consumed by a great conflagration!”’

‘The edifice is being consumed by a great conflagration/’

The village people looked at him and continued doing what they were doing

‘Don’t you understand?’ He said. “The edifice is being consumed by a great conﬂag_ration!'
They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed.
He sat down on the ground and wept.

The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My home
has been destroyed by the fire. | came and begged you last night.’ He wept.

‘But Professor, we didn’t understand you. Why didn’t you say that your house was on fire?
We would have helped.’

Q: Whose model do you think can explain this situation?

Why?
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