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[bookmark: _Toc24378432]Introduction
Communication has become a buzzing word in the present business context. Without an effective communication structure, no company can sustain itself in the market. Communication helps an organization by deriving the best performance from employees and connecting people to the business hub. Communication is an important tool for the continuance of the business. No activity can be done properly without proper communication.















[bookmark: _Toc24378433]Preparing a portfolio of evidence containing in-class exercises that describe the communication skills discussed in the class
Portfolio refers to the collection of one’s beliefs, education, qualifications, skills, experiences, leadership qualities, etc. It shows the data regarding one’s expertise and personality. An academic portfolio is an accumulation of academic performance to determine the quality of course performance, whether the students have met their standard of learning. It helps students to look back to their experience and rectify any mistake made. By performing as a reflection tool it can help to produce fresh graduates. A portfolio of evidence includes a workbook with several workplaces that contains the evidence of the performance of a person or a group(Thornton, 2012).A sample portfolio is given and analyzed for a group of students based on their class performance reflecting communicative measures:
	In-class exercises
	Weak
	Below average
	Average
	Above average
	Excellent

	E-mail
	
	
	●
	
	

	Assignment
	
	
	
	●
	

	Presentation
	
	
	●
	
	

	Case study 
	
	●
	
	
	

	Business letter
	
	
	●
	
	

	Business report submission
	
	
	
	●
	

	Class response 
	
	
	●
	
	


Figure 1: Portfolio of evidence
This portfolio reflects the communication competence of my in terms of in-class exercises. Here teachers often send mail to their students regarding different study materials or directions. But in case of assignment, the students are found competent to assess the appropriate result and communicate it to the course teacher in a written format. Presentation is the most effective element to improve communication skills. But in the portfolio, there is an average performance. That may be of students' hesitation, shyness or that makes them ineffective for this tool. This also reflects that the students are introvert. So, the course teacher may like to try to convert them into extrovert in a systemic process by engaging them frequently in such a workshop. Students reflect relatively poor performance in the case study. The reasons behind this are enlisted like lack of analytical ability, inefficiency to define a situation. Business letter and class response show an average performance, but the students are found capable of preparing reports on a defined and abstract business situation. The portfolio implies an average performance with more performance progress requirements. 
[bookmark: _Toc24378434]Communication in the business context
From the business, perspective communication means sharing of business information among the employees within the organization for the benefit of the organization (Guffey, Loewy and Griffin, 2017). Communication in the organization assists employees to understand their respective job and perform accordingly. It also makes people know about the products of the organization. There are different types of communication-based on way of expression, organizational structure, and direction. These communication methods are discussed below:
[bookmark: _Toc24378435]Based on the way of expression
In communication way of expression means the elements used to express the feeling or information(Knight, 2013). The elements of communication are:
Verbal: In verbal communication words and sentences are used. More clearly language is used to transmit information to others. Verbal communication can of two types including-
Oral communication and written communication.
Oral communication can be done face to face or from distance through phone calls, video conferences, etc. And the written form of communication enlists e-mail, chat, letters, etc.
Nonverbal: Nonverbal communication implies the use of body language, facial expression, gesture, etc. to transfer information. This type of communication is emotion-driven. This communication can take place both intentionally and unintentionally. It may show the reaction of employees towards any decision or order.
Visual: Visual communication refers to the representation of art, photography, symbol, code, diagram or graph to make people understand a certain situation. In an organization, graphs and charts are often used to show and compare the performance of different years.
[bookmark: _Toc24378436]Based on organizational structure Style
This type of communication occurs to benefit the organization. In this communication, every employee is provided with sufficient information to carry out their respective work. There are two types of communication within an organizational structure like:
Formal:This communication is associated with the positions within the organizational structure. Here information passes through the formal organizational structure. The forms of formal communication are conferences, department meetings, letters, notice, e-mail, etc.
Informal: Informal communication is based on personal relationships, friendships, etc. Here communication occurs face to face. Sometimes, executive members can communicate with employees personally to obtain information regarding performance, advancement, suggestion, comment, and so on.
[bookmark: _Toc24378437]Based on the direction
This section discusses about the flow of information. It shows the movement of information within the organization structure (O'Hair, Friedrich and Dixon, 2016). The types of directions it includes are given below:
Downward:In this structure, information flows from the superiors to the employees regarding direction, job instruction, feedback of performance, etc. Where an immediate response is required, downward communication is effective there.
Upward:In upward communication, structure information is transmitted from lower-level employees to the executive members. Here employees transfer information about their performance, requirements, problems, etc.
Horizontal:In horizontal communication, information is passed from one employee to another who works on the same level. This type of communication helps to co-ordinate the works of several departments. This method heavily influences teamwork.
[bookmark: _Toc24378438]An overview of the communication of my friend’s company
My friend John is serving as an executive director of British American Tobacco (BAT). British American Tobacco is a British multinational cigarette and tobacco manufacturing company. In the organization, John found a well-defined communication channel that always follows a downward and upward method. In downward communication executives always give direction and feedback to their employees. And in upward communication employees pass information about feedback, problems, requirements, etc. But the executives hardly consider the suggestion and comment of the lower-level employees. In the organization, the company always follows a formal communication that requires more time to complete the communication. And the executives tend to express the information in a verbal written format. There is little engagement among the employees of different departments. That severely affects the teamwork and coordination of activities. That requires more time and cost to get things done. By the way, the communication model the company follows causes the company to wait more time to get the communication executed as well as the feedback. It also has a bad impact on team performance. In this case, if the company wants to get things done in a time-effective way by systematically combining all the works, the company may focus on developing effective communication and teamwork models.  
[bookmark: _Toc24378439]Suggestion for the company regarding improving the situation
Communication nowadays has become a frequently pronounced phenomenon. Effective communication aids a company to get different innovative ideas from different sources. It also helps to derive the best possible team performance. Efficient communication can resolve conflicts between employees(Knight, 2013). Moreover, it helps to increases productivity by directing everyone with the proper information at the right time. The company can also create relationships with its customers by following the right method of communication. So,if British American Tobacco wants to make the employees know about the requirements in the shortest possible time and get things done effectively, the company can follow the appropriate model of communication. To fight the emerging crisis British American Tobacco can follow the following procedures:
[bookmark: _Toc24378440]Following relevant communication theories and models
[bookmark: _GoBack]To come out of the crisis the company needs to find out the most appropriate communication approach for its employees. In case of coordination of work, the company can encourage employees to follow the horizontal communication method. Communication helps to build an effective team.Some effective communication theories and models are discussed below:
Barnlund’s transactional model: Barnlund's communication model is a transactional communication model where the sender and receiver can interact at the same time. The model has different layers of feedback(Dulek, 2011). It is a dynamic communication method. In this model message passing and feedback, providing occurs simultaneously. In the model, the sender and receiver interchange location and give continuous feedback. One’s feedback is considered to be a message for the other.British American Company can take this model to get the activities done properly. In this model,feedbacks may contain verbal and nonverbal components. But in the case of BAT, the verbal feedback would be effective. In this mode, there is a little chance to make a mistake. Because continuous feedback from the employee in response to the directors' messagehelps the executives to check and detect any error made. And their feedback regarding the solution makes employees able to rectify the errors. 
Schramm’s model:This model implies that communication is worthless unless the encoded information is decoded into understandable messages (Kamal and Islam, 2016).This model follows an interactive communication mode. After receiving the information the receiver gives feedback. In this model, information is encoded into symbolic codes and transferred. Information is encoded for security purposes. The executive panel of British American Tobacco company can adopt this method to transmit any information about innovation, new production process, new plant, intellectual property, and so on to a particular department or respective partners. To complete the data transmission both the sender and receiver require knowledge about the meaning of codes used in data encoding. If the receiver fails to decode the information, he will understand nothing about the message. So, the communicated materials will be considered meaningless for him.
Thayer’s organizational model: Thayer's model of communication puts individual business communication and the organization structure in the same straight line. This model indicates that getting things done by others through personal communication approach has a great impact on the organizational structural communication(Sueldo, 2016). It shows the movement of a person while making communication within the organization structure. The model consists of four layers of communication like intrapersonal or individual, interpersonal, organizational, and technological. If British American Tobacco takes this model, then the directors can find out the most effective communication method to derive the best team performance. In this model, directors can determine when to use intrapersonal communication, interpersonal, or organizational communication.
Shannon Weaver model: In this model, it is shown that the sender transmits data trough any device or transmitter that converts information into signals. Then the information is put into a communication channel like internet to reach the destination device. And after receiving data, the receiver can give feedback(Al-Fedaghi, 2012). E-mail can be an example of this model. In this case, data does not need to be converted into a signal by the sender. The transmitter device such as computer converts data by itself. And in the same process after receiving the signal, the receiver's device shows the message converting into the original format. This communication model is easy to execute. In this model, communication can be completed very swiftly. If British American Tobacco introduces this model, the personnel can keep contact with every department wasting a little time that will help them to co-ordinate the activities of each department. And the employees can provide feedback on a quicker basis. So, the executives will find it easier to control activities. Team performance can be influenced by this model very effectively.
[bookmark: _Toc24378441]Conclusion
Communication within the organization structure helps managers to direct employees towards goal accomplishment. It also helps to find out any error in the operations by receiving constant feedback. Any conflict among the team members can be resolved by communicating properly. To face a crisis moment or disaster in the business, communication plays a significant role. Crisis management is a part of business communication.
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appendix together with your Task 1 (part of the Assignment for this module).

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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2, What could she have done to make the situation better?
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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.
if8 Why was Sally upset?
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. 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 stude tand answer her guestions. Use a diagram in your answer if necessary.
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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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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. Inaddition, 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: ‘| 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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