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1. Introduction
   The report aims to analyse the communication skills needed at my own workplace and also to make some suggestions for improving communication between employees and employers.    
   Effective communication at the workplace, in addition to other factors, leads to the successful achievement of the objectives set.
   A clear, concise and communication results in increased productivity, which any manager wants. We can even say that a productive employee has a satisfied manager in the back.

2. Types of  communication
   What is communication? Communication is the act of transmitting information from one person to another, from one group to another, from one place to another.
   This process of communication involves several factors: the sender, the receiver and the message. The sender is the one who encodes and transmits the message (information, idea) to the receiver. When receiver takes the message, decodes it and sends a feedback.
   The message can reach from the sender to the receiver in several ways: oral, written or non-verbal.
   Communication specialists have established three types of communication, wich are essential in carrying out this process:

    2.1 Verbal communication
   Verbal communication is the type of oral communication through which the messenger transmits the message through words. The verbal communication offers the sender the opportunity to express his feelings, thoughts, ideas and opinions with his words in the form of conversations, discussions, presentations.
   To be effective, verbal communication depends on the tone and clarity of the speech, the body language, the volume and the quality of the words used by the speakers. In oral communication we can talk about instant feedback, because the message is transmitted and received simultaneously by both the sender and the receiver. Verbal communication can be difficult and incomplete because sometimes words are not enough to fully express a person's thoughts, emotions and feelings.
    The success of verbal communication depends not only on the ability to express a person but also on the ability to listen and understand.







2.2 Nonverbal communication

   Non-verbal communication is the process of transmitting a message without writing or speaking. Nonverbal communication between two or more people is done through body language, using facial expressions, hand movement, gestures, posture.
   Unlike verbal communication, nonverbal communication helps in establishing interpersonal relationships, people use nonverbal language to express their personal emotions and attitudes. People choose to communicate through various signs, expressions and gestures when they cannot find enough words to express themselves, a determining factor being personality. A very common gesture is the movement of the head, in the affirmative or negative sense, or the use of the hands to give indications. It is said that the eyes are the mirror of the soul, so we can say that nonverbal language can contribute to some extent to the change of the emotional and emotional state of the participants.
   But, like anything improvable, even nonverbal communication is free of some errors. Sometimes this can be a barrier to good communication, because the receiver does not always understand the sender's message and his decoding can be wrong.

2.3 Written Communication

   Written communication means sending messages, instructions, various orders or specific written orders, through letters, emails, reports, office notes, newsletters, telegrams, etc.
Written communication is a less flexible method, but any written document, properly filed, remains permanently recorded and thus becomes a proof of any future circumstance.
   The written communication can be: formal, informal and neutral (semi-formal). When writing letters or emails to family or friends we use the informal, accurately, grammatically correct style. We can build the text according to our rules, with common expressions not conforming to some rules.
   We use a formal written language when addressing a teacher, boss, colleague or institution. The language must always be professional; impeccable spelling and punctuation, without written contractions; clear and concise sentences.

3. Models of communication
   In theory three models are known that analyse the way of communication between people: the Shannon-Weaver model, the Berlo's model and the Schramm's model.
    3.1  Shannon and Weaver Model of Communication
   The Shannon-Weaver model of communication appeared in 1948, starting from a mathematical theory. In the specialty literature it is known as the 'mother of all models' in communication.
   The sender creates the message, encodes it and sends the message to a receiver, who must receive it. The sender is the one who chooses the transmission channel. The sender encodes the message using a device (telephone, telegraph). Through the channel chosen by the sender the message reaches the decoder, the device that decodes it, practically converts it into the message the recipient receives.Depending on the information received, but also the ability to understand, the receiver sends feedback to the sender.
   The concept of this model also takes into account the misunderstanding of the message by the recipient, due to disturbances, to noises that appeared during its transmission. This creates confusion and errors occur in retrieving the message.

   3.2 Berlo’s Model of Communication

   Berlo's Model was created by David Berlo in 1960 and inspired by the Shannon - Weaver model. The Berlo model has the following structure: Sender-Message-Channel-Receiver (SMCR) and analyses the factors that influence each component of the communication and how they improve the communication or not. In addition to these, an important role is played by encoding and decoding the transmitted message.
   Analyzing this model we discovered some gaps, which also brought criticism. It was thought without feedback from the receiver. It is linear, communicating with participants of the same level, with life-like experiences. There are no communication barriers or factors that disrupt the transmission of the message. And, very important, forget that the human being is built to think, to understand, to go through the filter of the mind everything he sees, hears, everything the human brain stores, because then to express an opinion, a reflection.

   3.3 Schramm’s Model of Communication
   Wilber Schramm considers that efficient communication must take place in two directions, between the sender and the receiver and vice versa. He believes that an important role in communication is the life experience, cultural experience and knowledge of the participants in the communication process. They are important because people from different backgrounds, different cultures, with different religions can interpret the message differently, even erroneously in some cases.
   The Schramm’s model highlights this aspect: a communication is complete when the sender receives what he wants from the recipient; if not, communication is inefficient and the result compromised.

   3.4 In Class – exercises

   As an example of the ones presented above, I will bring up an example of an exercise done in class. The discussion between two spouses, Maria and Pedro, carried on the phone, clearly demonstrates how the background noise (he is on a construction site) interferes with the transmission channel and distorts the message. Here we recognize the Shannon - Weaver model. In this case the receiver, Pedro, decrypts the message incorrectly. The result: the sender does not receive what he wants, so the communication was inefficient. The mistake was made by the recipient because he did not consider removing the disturbing factor, the noise.

   4. Communication in the workplace
   As far as I'm concerned, communication at my work place is normal and civilized. I have English colleagues, but also of other nationalities. Although minor misunderstandings still occur, everything is resolved with civilized discussions, without screams, insults or misplaced comments. Problems are strictly related to work tasks and misunderstandings arise because of noise. The place where we work is big, we work daily on cars that make loud noise and often do not understand each other. But we use nonverbal language a lot, we gesture; hands speak instead of words. Plus, some of us have problems with English. In general I understand pretty much everything I am told, but I have to be very careful about the explanations, I ask several times, with the risk of being too insistent. I prefer to insist, until I understand, only to perform my tasks well. In order to successfully fulfill my task, I ask ten times and execute only once. I do not want to exaggerate, but mistakes are not allowed. We have demanding clients who have strict requirements.
   I must emphasize one aspect, which I did not meet just where I work now, namely that we are not allowed to discuss at work. But the truth is that we usually work individually, rarely in the team, and then we are only two or three.
   I want to mention the good relationship we all have with the supervisor, a very warm, calm, understanding lady who has helped me in many situations. She listens to us carefully, analyses applications and finds solutions. If our requirements exceed her duties, then she communicates further to the shift manager and together they decide.
   Of course, another is the situation in the lunch break. Everyone is relaxed, the discussions take place in a normal, civilized tone, so we get to know each other. However, some prefer the phone and others read the newspaper.
   My personal opinion is that from the point of view of communication everything is carried out in civilized conditions, with small disturbances absolutely normal for a factory in which people, of different nationalities, cultures and religions, use in the process of work various machines.

   4.1 Types of communication styles in the workplace

   Communicating clearly, concisely and efficiently can reduce stress in the workplace, boost productivity and help you build good relationships with co-workers. Communication styles are different, depending on the character of each person and can often cause divergences, unwanted at work. Therefore it is important to learn to know our co-workers, listen to their opinions, whether they are our bosses or simple colleagues, to be able to collaborate effectively in the workplace.
   I studied in this module four communication styles: analytical, personal, intuitive and functional. Analyzing each one I discovered what kind of people I have among my work colleagues depending on the way they communicate.
   Thus I discovered that the shift manager is an analytical person. He is the type of person who goes directly to the subject and without too much detail tells you clearly and clearly what you have to do. Everything needs to be done quickly and well.
   At the opposite end is the supervisor, a calm lady, fits very well in the personal communication style. He is the kind of person who knows how to maintain a good relationship with the employees, but also between the employees and the company staff. Supervises with attention, but also with critical eye at the same time, all the operations of the factory. It matters to us that employees have someone on staff to rely on when we encounter difficult situations.
   Analyzing the four styles I can conclude that in my workplace the communication styles commonly encountered are: the personal, analytical, intuitive and less functional style.

   4.2 Barriers to effective communication

   Since English is my second language for me and many of my colleagues, we often encounter various obstacles that make effective communication more difficult. I have encountered such situations in the workplace, such as: different language, inappropriate attitude of colleagues, physical barriers as a result of improper working conditions, physiological barriers and lack of experience and lack of necessary knowledge.

   4.3 How can communication be improved?

   We all want to go to work with pleasure and to have good relationships with our colleagues and bosses. Good relationships and a pleasant atmosphere at work are built on mutual trust and effective communication. To know your colleagues, you must first listen carefully to what they have to say, understand them and help them with solutions, if you can.
   Relationships between co-workers are built without gossip, without judging their actions and deeds, without insisting on not being asked, without intervening if you are not asked.
   Everything is based on respect. You respect yourself, it means you respect the people around you. It is important, not only at work but also in everyday life, to be an honest, true, worthy man, to know how to give and you will surely be rewarded. And if we add a little love to all of these, success is guaranteed.

   5.  Conclusion

   It is necessary that at the workplace the persons involved to collaborate permanently, through various ways of communication, in order to successfully carry out their tasks.
   In professional life, as well as in personal life, we meet different people, with different values and concepts of life, with different expectations and perceptions, with different habits and beliefs. Not all of us are the same and especially not all of us think the same, no matter how close we are to each other.
   It is important to remember that good communication leads to the consolidation of strong and lasting relationships, while poor communication brings with it anger, frustration and sometimes conflicts.
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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.
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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/g\_/ersiept 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?’ i

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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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 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.

il Why weren’t Mary’s calmlng words having any effect on her daughter?
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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.

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: l
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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