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   The purpose of this assignment is:
-to analyze communication in my workplace
-to suggest how it could be improved
 
                                                     Introduction
      Communication is essential in workplace, because it increases the productivity of the work process. Communication skill can help to make presentations, collaborate in group, demonstrate leadership skills and build good relationship with employers and employees.  Communication is a very important element in building a successful career or business. In order to improve the ability to interpret other people's messages, it is necessary to make effective use of the communication skills. 
  Miscommunication in the workplace can reduce the productivity of work and create tension. Respectively business income will be reduced.
 
 
                                         Types of Communication
   Communication is a process of sending and receiving information.
   There are three main types of communication: verbal, non-verbal and written communication.
   Verbal communication is the process of sending and receiving messages with words. The sender gives words to his thoughts, feelings, opinions, ideas, and expresses them in the form of discussions, speeches, conversations and presentations. From the clarity of speech, tone of the speaker, speed and volume used in the conversation will depend the effectiveness of the verbal communication. 
   Non-verbal communication represents the exchange of information through non-linguistic signs, such as body language, posture, facial expressions, eye contact, gestures and others. Non-verbal messages can:
-repeat verbal messages,
-regulate verbal messages.
-contradict verbal messages,
-substitute for verbal messages,

   Written communication is an exchange of messages using the written symbols between two or more people. The main disadvantage of written communication is that it is impossible to see decoder's reaction, emotions, mimics or the body language.
 Written and verbal communication don't always provide veracity of information, while non-verbal communication - does.
 
               Models of communication
Shannon and Weaver's 
The Shannon and Weaver’s model of communication was called "mother of all models". 
Concepts in Shannon Weaver Model:
Sender – Sender is someone who sends the information through different platforms and mediums.
Encoder – Encoder is the sender which transforms message into signals.
Channel –Channel is the medium or platform used to send the information.
Decoder – Decoder is the machine used to transform signals into message.
Receiver –Receiver is the human who gets the message or the place where the message was sent. 
Noise – an obstacle, like environment or people, which does not let the right message to achieve to the receiver.
 
Explanation of Shannon Weaver Model
The sender encodes and sends the information to the receiver through a technological platform.  The receiver needs to decode the information before interpreting it.  If there is noise in the channel, the receiver might not have the ability to decode which might cause misunderstandings in communication. As Shannon was an engineer, this model of communication was first invented to increase the quality of technical communication, especially for telephonic one. After that, Weaver used it for all types of communications to improve effective communication and the model became known as Shannon Weaver model. 
 
 
     Berlo's S-M-C-R
   In 1960, a communication consultant and theorist Dacid K. Berlo, developed in his book "The Process of Communication" a model called S-M-R-C model of communication.  Berlo pointed out the importance of the psychological view in his communication model. Berlo's S-M-C-R Model of Communication is the simplest form of the process of communication. The abbreviation SMCR represents Source, Message, Channel and Receiver.
    The source can be a person, a group of people, a thing or a place from which information comes or is obtained. These are the factors which will determine the way how the source will influence on the communication process: Communication skills, Attitudes, Social system, Culture, Knowledge.
   Message is the information, thoughts or views sent or left by the source. Key factors in the message are: Content, Elements, Structure, Code, Treatment
  Chanel is the platform such as newspaper, radio, telegraph, letter, poster or other medium which is used in order to transmit the message. The main factors in channel are: Hearing, Seeing, Smelling, Touching, Tasting
  The last element in the communication process is Receiver - the audience for the message. The keys factors are which will influence on the communication process are:  Communication skills, Social system, Culture, Attitudes, Knowledge
 
 Schramm's model of communication
Inspired by the Shannon – Weaver model, Schramm transforms the transmitter into a "coder", the receiver into a "decoder" and mentions that transmitter should properly evaluate the receiver's ability and ability to understand the transmitted message. Willbur Schramm said that the participants in the communication process should use a common communication code and have a common experience in the field of communication.
 
 
                                 Communication in the workplace
 Workplace communication is an exchange of thoughts and ideas within a company. Communication can be informal, formal, internal and external. Communication skills are very import for personal and company’s success. In order to achieve big goals in career, it is necessary to improve communication skills through different learning activities and class projects.
    The most important criteria in choosing job candidates are considered interpersonal skills and communication skills, and my job offer wasn't an exception. My employer developed a healthy and beneficial communication process within our organization, in order to help avoiding confusions, build a positive company culture, define organizational goals and help us to collaborate.
 
  Communication between employee
 In my workplace every employee is using different communication style. Some of them prefer analytical style, so they avoid emotional language; Some employee value personal communication and emotional language; Some opt for intuitive communication style, because they like focusing on big pictures. Other just use functional communication.  But the main way to have a normal communication between employee is to maintain an equal balance between talking and listening.  To upgrade their knowledge, employees have to share and learn as more information. 
   The main difficulty in communication between employee in my workplace, is that everyone is from different cultural background. As we know, there are high-contex cultures (East Asia, Latin America, Arab countries, Southern Mediterranean) and low-contex cultures (America, Canada, Western Europe). While some of my colleagues try to tell everything in the details and to create an interpersonal connection, others prefer clear description and don't trust relationships in business communication
 
 Communication between employer and employee
To a successful organization, internal communication is extremely important. The more efficient is communication between employer and its employees, the higher is company’s overall productivity.
 From my analyze, this is how my employer is using his oratorical skills in order to lead others:
- Through using his oratorical skills my employer is inspiring and motivating his employee and respectively our effort increase;
- He is always explaining everything, so that employee understand their next duties, tasks and steps;
- He is building great relationship through interpersonal communication, to make sure that all employees are following him;
- He let us know his point of view and explains  how we could do some things better.
   To ensure that all the information is perceived correctly, employee should listen, not just hear. In my workplace, there are a few persons which got promoted gratefully to their listening skills. They paid an immense attention to everything what employer was saying, they did their job better than others and respectively they got better positions.
 
 
Barriers to communication
  There are some factor why interpersonal communications in the workplace can fail. Sometimes the information may not be received totally the way the sender intended. The communicator should ask a feedback to make sure that their message is correctly understood. 
 The main barriers to effective communication are physical barriers, attitudes, psychological barriers, cultural noise, overuse of abstractions, informational overload language, lack of common experience, physiological barriers, problems with structure design, and jumping to conclusion.
  In my workplace, most common is psychological barrier. As the job is quite stressful, sometimes emotional state have a negative influence on quality of work and communication process. Stress management is a good skill that has influence on our business relationships.
  Also, we deal with language barrier quite often. As the terminology in legal industry is extremely sophisticated, it can lead to some misunderstandings.
 Sometimes, there is also informational overload in my workplace. Some employee don’t know how to express themselves efficiently, and give too many details which are not always useful for the work process.
 
   Effective communication
  The communication is called effective when every participant (receiver and sender), assign same meanings to the message, express themselves right, listen carefully to what have been told and make the sender feel heard and understood. Effective communication is extremely important to organizations, because it increases productivity of work and contributes towards the organization’s commercial success. Ineffective workplace communication leads to gaps in communication, which causes confusion, wastes time and reduces productivity.
   There are three steps to an effective communication:
-Listening - listen to your interlocutor, not just hear him. Using the body language (eye contact, opened posture and so on) can help demonstrating the interest and attention. 
-Understanding - Many of us listen to respond, instead of listening to understand.  It might lead to unnecessary tension in discussion.  Writing down some notes can help to understand and remember what the speaker said.
-Responding - Provide feedback. It can help your interlocutor to understand how effectively he reached his goals. Be honest, but also tactful.
 
 
                   How could communication be improved 
 The most important elements to improve communication skills are animation (body language), friendliness, attention, drama, argumentativeness, openness, emotional state, dominance and relaxed state.
  In my workplace, for a better communication employee should develop their interpersonal skills and learn more about stress management. For avoiding language barrier, everyone should read more information which contains legal terminology. 
  In order to sort out the problems in communication in our organization, there could be implemented next steps:
       Regular team meetings
Team meetings are a great opportunity for people to share their ideas, views and goals. Also, it would give us the opportunity to analyze the progress and results of work. Team meetings are the perfect place for managers to announce new tasks and projects.  It would be a great idea to implement regular team meetings in my workplace, as it would help us to analyze each other's successes and failures. Additionally, team meetings would give people possibility to ask questions in order to clarify their concerns.

       Working in team 
   Teamwork is an extremely important aspect of work organization. It allows employee to collaborate, help other colleagues and ask for help when needed. Also, it teaches employees how to be dedicated and to work for the good of the whole group. Communication, listening, problem solving, planning, and negotiating are the skills which can be developed from a teamwork. Additionally, teamwork develops employee's interpersonal skills. 

    Communication skills training for employee
Providing communication skills training for employee could help them to develop interpersonal skills, listening skills, influence skills and many other communication skills.  Gratefully to communication training, employee will learn how to respond to conflict and how to improve stress management. Additionally, a training for developing communication skills would teach employee about body language, which could be also useful in communication with clients. 
 

                                            Conclusion 
  Communication is one of the most important factors in the work process. Information about verbal and non-verbal communication is usefull for checking the truthfulness of information. Gratefully analyze of communication in workplace, it is possible to determine employer's leadership qualities in order to follow him like an example. Also, the analyze of communication in the workplace is helpful for improving business relationships and interpersonal relationships with colleagues. By overcoming barriers to communication, it is possible to ensure that interlocutor not just heard, but also understood the speaker. Additionally, understanding the barriers to communication is helpful for finding the right solutions in order to build an effective communication. Effective communication improves employee's productivity and of course company's income.  Regular team meetings, working in team and communication skills training - are a few techniques which could be implemented for to improving communication in the workplace.
   As we know, communication is an exchange of information, and information is the key to everything.
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Time allocated: 1 hour. Please return your paper to the lecturer upon completion. 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 your Task 1 (part of the Assignment for this module).

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.
Leay  Mar A ,e /
’ Lot
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Exercise2: Writing an e-malil.
You are a teacher of Communication and have received this e-mail from one of your students:

Dear Sir,

| am writing to you because | am confused about Communication.

Could you please explain:

1.What Communication /s:

2. The Shannon-Weaver model.
3. What is meant by non-verbal communication and why it is important.
Many thanks,
Lucy Mars. R L LA e O

Reply to the student and answer her aﬂuest‘iofns."Use a diagram in your answer, if neces;sary.
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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 calmmg words havmg any effect on her daughter7 :
| ’d’ - - : Zf //m.w /6 Vi 'i'—,é’d't

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.

qe Why was Sally upset?

2. What could Steve have done to help the tension that had developed?

Lecturer’s signature‘: QJJ\Q/ & Datal l;{)l [).; ReheE
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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:
il 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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