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 INTRODUCTION





This Case study will examine personal situation in a workplace and problems with communication methods in a professional environment. What challenges and difficulties have developed in the communication between co-workers? The difficulties and concerns will be presented in depth as of how those could be corrected and what would be the appropriate communication models and methods in the different situations. Studies made on what are the different models that could be used in certain situations.

   




What is communication at the workplace?




Communication at the workplace is a method best used in groups, that forms certain goals for targets, ideas for efficiency and plans of action. It is widely used in managing effective team working and collaborations between different groups of people. There are two types - Verbal and Nonverbal. 
Verbal communication best described as active listening, understanding and reflection. To be effective It could only be used in a group of two or more participants. Nonverbal communication is as important as verbal, it reflects on what the speaker is saying by body language, eye contact, gestures and tone of voice. 












     
  SECTION 1

1.The importance of Effective communication at the workplace.

In every work environment, there has to be effective communication between colleagues, team members and leaders/managers to unite ideas, group work, goals, projects or services to focus on outstanding results. Team members must have an end purpose, willingness, group effort, active listening skills and understanding. For a workplace it is crucial to have these skills and a good management. In this case study, few of the skills will be very useful to look in depth. 



1.1 Active listening has a very important role in Leadership and managing a team of people. The ability to listen and show interest of each team member’s individual ideas or circumstances motivates them and showing how important they are in contributing at the workplace. Encouragement from Team leaders shows results in high standard services in a work group and contribution from each team member makes efficient work results.



1.2 Centralized Communication in working environment has appointed group members to lead meetings and talk, they could be managers or more awareness in the field or presenting a case or solutions. This could be used in informing a group or making decisions in a senior level of a work group. Centralized Communication is appropriate to use in cases of organizing a team or leading a project. 




1.3 In the last 2 decades businesses all over the world use written communication via email, as it is quick and efficient. Writing a letter needs a careful consideration of Tone and what is the audience. What is the end result that has to be achieved with it? 
A letter has to follow a structure, even if it informal. 

Reason for contact 
Positive/Polite manner 
Proposal of solution/ Plan of Action 
Encourage reply 
Show sympathy/support 
Brief and clear 


Written communication skills are very important, if there is no physical ability to set a meeting face to face or giving a chance for the receiver to take time and think about their reply. Another importance of written communication is the proof of delegating and information storage. 



SECTION 2 

2.In the late 1940s, Shannon who was an engineer in electronic devices joined by Weaver later in time, who was a scientist wrote an article known as “Shannon-Weaver model of communication”. The model was created to produce an effective communication between sender and receiver via technology. This was developed to be used in technical/electronic devices, but later it was found useful in human communication and as a model of it. There are different concepts of it, such as source of information, transmitting, Noise, channel, message, receiver, destination, encode and decode. Later in time it was found in use of describing human interactions and types of communications, that was widely referred to as a model. (Al-Fedaghi, S., 2012, pp 12-17)
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Picture source taken from https://www.communicationtheory.org/shannon-and-weaver-model-of-communication/ on 30th of April 2020 


2.1 This model was designed to send information via technology and it had an end destination to the Receiver. Although it was developed in connection to electronic technologies, it was used in human interaction for basic examples. It is not clear as of how this information was received electronically and how it will be more effective in “Face to Face”. If “Noise” was developed in an appropriate way of understanding from the Receiver, would be useful more widely in human communication. 








2.2 In 1960s Berlo developed new model of communication known as SMCR.
 The name given is for Source, Message, Channel and Receiver. It is more complex model using different ways of sending and encoding messages to be understood by the receiver with the appropriate choice of channel signals, which could be more than one. It has been created to expand the complex needs of human communications and make it more effective in understanding the message that has been sent. The verities of channels could be senses, tasting, different sounds (Noises), feel, sights and many more effective ways of decoding.  (businesstopia, January 6, 2018)
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Picture source from https://www.communicationtheory.org/berlos-smcr-model-of-communication/ on 30th of April 2020 




2.3 This was the most advanced model of communication, as it was created for all types of sending a message in an effective way. Berlo’s model of sending a complex information can be received in a more wider audience due the choice of channels depending on the receiver’s way of understanding. There is one component that has been missed in this model and this is the lack of feedback, if the message was received in the correct way. 












                               

 SECTION 3


3. There are three employees (Me, Simona and Linda) and employer actively working along with the rest of the staff. Linda has been working in the company since the opening of the business 19 years ago. No appointed manager has been employed to take important tasks while the owner of the business is absent. Arguments arise in managing problems on a daily basis as there is no effective communication between staff members. 

  One morning Simona a staff member charged costumer £16.50 for his usual service. The same costumer that I have been serving for years has been paying £19.50. I have noticed that this costumer has preferred to be seated on my colleague’s chair lately, due to price difference that he has noticed. I have raised this issue to my colleague, that we need to standardize prices, as it is the same service and the same level of staff serving the gentleman. We all have been informed from the employer from the beginning of workday we make decisions as a team, if she is absent. 
We could not come to an agreement, due to lack of teamwork no effort has been made and a lot of competition in the workplace. Simona was avoiding eye contact and walking away, she did not want to understand or listen to the suggestions I was making , as she mentioned previously “ You are not my boss to tell me what’s right to do” She was aggressively assertive, that this is the right approach to charge costumers whatever we have decided at the moment. There was rising tension between staff members due to lack of effective communication and appropriate management of the business. I have proposed to the Owner/Manager to schedule a meeting regarding some communication problems, that have arisen along with tension between staff members. The owner did not attend the meeting to avoid conflict between staff members. The answer was received via text message saying, that we should be able to communicate between each other and solve personal problems without her. The text message was not taken very seriously among the staff members. The leadership was missing, and it was very needed in this unprofessional atmosphere at the workplace, which could cause failure of the business in near future. The owner did not understand that the situation was not a personal conflict, but regarding business decisions making. 

3.1 One of the problems that exist is broken communication at this workplace. All the workers in the company make their own decisions without consulting. Centralized Communication would have been very good example of what was lacking in this professional environment. Proposal of regular group meetings from the employer would have been helpful and everyone could express their concerns and problem-solving ideas. Owner/Manager of the business could look into where the problems are individually and concentrate on resolving them. Commitment to delivering professional and quality customer service has been sacrificed to create more individual effort and tension between staff, due to lack of active listening and understanding of the situation. There has been ignorance towards other staff members, as some have been working in the company for longer period of time and they think they have more power and experience than others. 

  3.2 Informal conversations between owner and staff members could have been helpful looking at each individual case. We did a class exercise of informal email between work colleagues regarding Mary December’s extra training in customer service skills. It is a good solution to be proposed in this case study with Simona and the lack of the professional attitude towards co-workers and her teamwork skills. 
(copy of an email attached from in-class exercise)

 3.3 Leadership is crucially important and needed in the company. The owner has been relying on our personal qualities to manage situations similar to the above that I have mentioned in a professional manner, while no manager is present.
As we have studied in Term 1 “Effective Team Working “-different methods of communication, active listening will be very helpful in this case.
It is mentioned in our Student Yearbook:

    Active listening is the key to accurately understanding what another person is saying.         It requires effort and discipline. Yet group members are often preoccupied or distracted, and thus do not give 100% of their attention to one another (McKay, Davis & Fanning, 1995) 

                                                                                    (Griffiths and Dunham, 2015, p. 52)

  The staff need a good business structure and strong leadership to keeping the business running in a good professional manner, as it drives more costumers to visit us and use our services in future.
 It is not possible to have active listening, if there is no communication between team members and manager. Verbal communication should have been encouraged in this situation, due to lack of it this has caused an unprofessional approach to the smooth running of the business. 


3.4 In this case study with a complex problem in the work team, Berlo’s model of communication is very suitable and effective. See bellow for detailed Graph example. 




OWNER
PC
     EMAIL
SIMONA





Informal Writing 
Reading
Seeing
Written Com.





Leader skills
Thinking
Polite







The Sender (Owner of business) Encodes – which could be language (written in English email) Owner has chosen Source to use written communication as Simona could read English (not her first language) Email( Which is the Message) has to be sent in a polite and encouraging manner to motivate Simona in improving her teamwork and customer service skills. The Channel is a PC/Laptop/mobile phone/inbox, so Simona could read the email when she has no distractions and she can see and use different devises to access the email. Simona decodes the message by reading, as it is not her first language, she can also use translator online. Sending the message in a written form is most suitable option for Simona’s case, as she has time to process, think and understand what the Owner expects from her and how to improve her standards which are expected of her in the workplace.
The points raised are important as it suggest changes and improvements at work. Berlo’s model does not have a return signal/feedback, but in this case, it is not necessary. Changes in the workplace have to be made and encouraged. 






 SUMMARY 


4. Studying Level 4 ‘Skills for the Workplace’ has been very helpful so far regarding situations at my workplace. It makes me think in depth of how important effective communication is and where and when it could be used. I have spent time thinking of different approaches to work effectively in a team and improve efficiency at the workplace. There have been many challenges and unsuccessful strategies. I had to try to find the most effective method for the work environment. I began to feel anxious and struggled being at work as everything I suggested was ignored from my colleagues. The owner of the business was never present when there were rising tension and never voiced any concerns. The subject has given me more confidence in understanding problems and resolving them, where possible. 
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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!
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