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Introduction
The following report is about communication in my workplace. 
First of all, what is communication? “Communication is the act of convening information to a recipient who understands the information and provide appropriate feedback” (Cleverism, 2017). Communication involves a least two people and a message that is transmitted by a channel. For communication to be effective, it needs to have the “7C” which are: Clear, Concise, Concrete, Correct, Coherent, Complete and Courteous. I work in a care environment where good communication is crucial as we deal with vulnerable adults. 
There are many methods of communication: written, verbal, non-verbal, listening and proxemics. 
Written communication is defined as the method in which you visibly convey your thoughts, information and ideas to others through letters, email, memos, notes etc… It requires the source to actively put efforts; the mains advantages are they are hard copies.  
Verbal communication is audibly expressing opinions, information and ideas. It is one of the most preferred methods by individuals because one can interpret clues from the language they use and the tone of their voice.								                                
Non-verbal is every type of communication that not requires sound such as body language, facial expression, sign language, eye contact, smiling, etc. 		
Both verbal and non-verbal communications give cues to the audience how to respond and vice-versa (Maund, Schriek and Tinkle, 2017). For example, when a member in the audience nods it will inspire confidence in the speaker. This is often seen as the speaker straightens his posture and raises his volume. 
A vital part of communication is listening. This skill is essential to good communication as the information transferred need to be absorbed and understood so that correct decisions are made and false facts are not spread. There is a colossal difference between hearing and listening. Hearing is your ability to recognise and distinguish sounds while listening requires that you focus and comprehend the message. For example, listening to the teacher when they are explaining a topic and focusing on that is active listening whereas passive listening will be hearing the conversation in the classroom without being able to remember what was being talking about. 
According to Morgan (2017) proxemics is the study of the impact that location has on communication, for example in a meeting the persons sit near the leader will have less apprehension to express their ideas and opinions because there is no formality in that case. Putting your team in strategic positions around the workstations is critical so they can hear the message and also see the person transmitting it which leads to a better comprehension.  

             												     1

The first part of this report will show how communication can be made effective while the second part will analyse relevant theories. The third part will treat the importance of effective communication. I will be also exploring methods of communication and finally communication between management and employees.
1. - How to make communication effective in a workplace?
There is a variety of methods to make communication effective. 
1.1 Active listening:                             
In the workplace, a great amount of communication goes on. However, not all of this communication is effective. It is vital that communication in the workplace is effective, the reason being it helps others to interpret and comprehend the message sent to them. It also aids them to make decision. The key success of a business is effective communication through active listening as indicated in this quote “The ability to be an effective listener plays a role in one’s business …it is a prerequisite to demonstrating professional excellence.” (Maund, Schriek and Tinkler, 2017).
1.2. Open meetings:
Another great way to making communication effective is open meetings as they have SOLER strategy. People Sit squarely, have Open posture, they Lean towards each other, they can have Eye contact and they are Relax. It is more practical to divulge your opinions and feelings to your team in open meetings because it creates a positive and receptive atmosphere where people feel welcomed and there is no tension or pressure so you can be well informed when you communicate with them in the future. 
1.3. - Training: 
Training the personnel can contribute to an effective communication as it prepares the team members for any situation they may encounter and how to deal with challenges. In addition, it enables them to ameliorate their communication skills. Training needs to be in a regular base to refresh the memories. Consequently, regular supervision gives opportunity to the team to                                                                                                                                                      discuss any personal issue or predicament they may be in.
1.4. - Email:
One of the most effective ways to communicate is through email because it is rapid, efficient and permits the information to be digested anytime and anywhere with no cost. Many individuals prefer email as it requires less movement and also save time for everyone involved. 
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1.5. - Cultures:
Respecting differences and working around them contributes to the quality of the workplace communication through our interactions with others. It is significant to develop diversity which brings new ideas, motivation, confidence and avoid frustration. Your team need to know that they are part of the organisation and then the collective objective will be accomplished.
1.6. - Conflict solving
As well as the aforementioned, solving conflicts and emphasising team spirit aid to build confidence and trust among the personnel and it motivates them because the team members will feel reassured, they are listened and considered.
2. - Relevant Theories 
This section will describe the main theories.
2.1. - Shannon and Weaver Model 
In this model, the source plays the main role. The noise of the channel (i.e. background noise, telephone network) can alter the message, leading to misinterpretation as the receiver does not give any feedback.
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Designed by the author
2.2. - Schramm’s model
Schramm’s model is a two way of communication, it emphasises feedback which gives a little room for errors (i.e. the sender or the receiver will ask if the message is comprehended). It also offers solution to several workplace communication problems. 	                                                                                                                                                                                   
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                                                                                                                                                                            2.3. - Berlo’s model
Berlo’s Sender-Message-Channel-Receiver model is a linear model and it needs people to be on the same level. There is no feedback, no room for noise and no mention of communication barriers. 									                                
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3. - Why is effective communication importance?
Effective communication is essential to everyday life as it allows you to make informed decisions. It is just as important, may be even more, as the workplace because wrong or inappropriate decision -based on poor communication- could be fatal, then the workplace would be in chaos.										
													    4
3.1. - Case study
Misinterpretation of message
Billy has been working for over a decade for a company specialised in supporting vulnerable people with learning disability. Recently, he was promoted as the new Manager for one service. When he took over, he decided to make some changes like taking the client to the swimming pool, shopping, etc. At the head office, everyone was appreciative. One morning he called the service, informed the personnel about the changes and set a date for a meeting with the team.  Mary was on duty that day she answered the call while dealing with the client who was unruly. She understood that they should take the client to the swimming pool on Monday at 12 pm.  Mary was not au courant on the strict protocol to follow which says that to implement any changes a risk assessment should be issued beforehand. Also, the personnel need to explain to the client what is going to happen, the advantages he can gain. 
Monday, Mary and her co-worker take the client to the swimming pool. When they arrived there, the client became agitated, violent and hit Mary. They quickly went back home.  The pool was a trigger and the situation escalated. There was a chaos in the service.  It took many days to settle the client.					
This scenario is the typical example of misinterpretation of a message. Shannon and Weaver model of communication explains this situation the reason being Mary did not understand the content of the message because of the background noise. In addition, there was not any feedback Billy assumed that Mary understood the message. Mary’s mistake occurs often in the care environment especially when it comes to vulnerable adults.
Schramm’s model of communication offers the solution to this case study because in the process both sender and receiver will play primary role. Furthermore, this type of communication allows feedback and the receiver confirms that the information has been comprehended. For example, Mary could have told Billy to call back because she was dealing with the client or even better, call him back to ensure that she understood fully the message. On his side, Billy should have called again the service to make sure his message was comprehended as there a background noise when he called earlier. Additionally, the “7C” strategy would considerably reduce misinterpretation of messages.
4. - Communication between management and employees
4.1. - How does it work?
 
The case study above mentioned illustrates well the type of communication we have in my workplace. Communication needs to be both ways; the manager shouldn’t give instructions while his team is dealing with a challenging client and feedback should be implemented.  On their side the employees do not have active listening skills therefore instructions are not followed.	
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Applying the KEYS approach would avoid tremendous problems. Firstly, both management and employees should learn to know themselves, by doing so, they would not send wrong cues while interacting. Secondly, evaluating the situation in the context will avoid misinterpretation of messages. Thirdly, they should work on their communication skills to have better comprehension. Finally, they should step back and reflect which will permit them to avoid making the same errors in the future.
 
4.2. - The tone used

The tone our manager uses gives a different meaning; one word can make all the difference in the world when said in a different tone. His workers feel that he does not use the appropriate tone. Most of the time, his message discourages and demotivates his team. He does not allow them to speak up and does not support them when a problem occurs. On the other hand, the personnel do not show any sign of conciliation, they do not appease the situation.  

Training and the use of the strategies “7C” and KEYS can vastly improve communication skills and eliminate misinterpretation of messages.

4.3. - Management and the personnel language

The language is too formal, workers feel that the manager is condescending which make the communication very difficult for them. For example, one day, this lady on her first day of work made a minor error because she was nervous even though she was experienced. The manager talked to her in a haughty manner which made her cry. He did not give her any chance to express herself or apologise. Frustrated, she finally left and went to another service where she became a valuable asset for the service. 

A manager should be available, close to his team, have an active listening and support them while respecting the company’s policy. Communication between management and employees is fundamental for a positive and coherent workplace. Management and employees should know themselves and listen intently. Additionally, feedback should be implemented.  

Conclusion
When trying to make communication in the workplace more efficient you must first consider your use and application of different type of communication, these being written, verbal, non-verbal, proxemics since different type of communication work better for some people than others. You must review to pinpoint the optimum method of communication. This would allow you to apply these in real life scenario - such as meetings, appraisals- which will permit you to feel more confidence and better express your thoughts, ameliorating communication in the workplace. An effective communication with your team eliminates misinterpretation of messages and gives a positive and peaceful working environment.  
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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. In addition, 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 | told you to put them in
the fridge?”

The man replied: ‘I 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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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?

|\;\~(k'§&u (‘\

2. What could she have done to make the situation better?

\
/ i ele e aac Ve

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.

1. Why was Sally upset?
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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 student and answer her questions. Use a diagram in your answer, if necessary.
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MARIA and PEDRO Page 1

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 I asked you to get on your way home.”’

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

Q1: Why do you think Pedro misunderstood Maria? B
Q2: Which Model of Communication explains this confusion and why?%\?é ‘t;r c? (see Page 2)
Q3: How could this have been prevented? .. v o~
Q4: Which Model of Communication explains how it COL/d have been avoided? A, B or C? :
Q5: Is there anything missing in Models A and C?
Q6: Can you name each of Models?

A:

B:




