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[bookmark: _Toc8250144]Introduction
In this assignment I will be talking and describing what communication means, what effective communication is, the importance of effective communication at the work place , the theories and models of communication, how to solve problems and conflicts at the work place through effective communication. 
[bookmark: _Toc8250145]What is communication? 
Communication is an act of sharing information from a person, group or place to another. Communication can come in different types: verbal or non-verbal. To be able to communicate you need three main things: a sender, a message and a receiver. You can always have more than one receiver but the way they take in your message might be different as people interpret things in other ways depending on your tone of voice, body language or facial expression which means you might send the same message to both of your recipients but they will have different ways of understanding what you are trying to communicate to them (Annon, Skills You Need, n.d.) .
[bookmark: _Toc8250146]Definition of Effective Communication
An Effective communication is when you communicate with two or more people and the message you intend to send is perfectly delivered, received and understood by all parts. Another way to define effective communication is when both, the sender and the recipient have a similar understanding of the message that has been sent.  Talking about effective communication form a business perspective it is really important for all the employees to listen especially if this would contribute to the success of a business (Annon, Business Jargons, n.d.).
[bookmark: _Toc8250147]What are the models of communication? 
Over the years, the specialists discovered a lot of models of communication within the business environment. There isn’t a model of communication that consists all the elements needed in a communication situation. Two of the models of communication that are well known are:
[bookmark: _GoBack]


· [bookmark: _Toc8250148]Shannon and Weaver’s Informational Theory Model:
The Shannon and Weaver’s model shows how the communication starts from the sender’s brain and then the sender shapes his ideas into message and sends it to the recipient, which receives the message through certain methods than it gets to his brain. After they message has been received and understood is getting sent back to the source (sender). This whole process can be disturbed by noise (bizcom_coach, 2015).
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· [bookmark: _Toc8250149]Berlol’s S-M-C-R Model:
This model of communication was invented by David K. Berlo in 1960. In this model S stands for Sender, M for Message, C for Channel and R for receiver. (bizcom_coach, 2015)
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[bookmark: _Toc8250150]Types of communication
There are a lot of communication types such as:
· Verbal communication 
· Meetings 
· Speeches
· Presentations 
· Non-verbal
· Body language
· Facial expressions
· Personal appearance 
· Visual 
· Videos
· Slide presentations
· Paper handouts
[bookmark: _Toc8250151]Theories of communication
Preferably, to be able to have a good communication structure within the business you need to follow rules and guidelines that the employer or employees agreed to. If the business chooses those effectively the business will run smoothly. If those develop randomly the business will not be as efficient (Johnston, n.d.).
· [bookmark: _Toc8250152]Critical Theory 
Critical theory supposes to be the case that conflicts are a natural condition of a business. The reason I am saying this is because in every organization the higher management has to motivate the lower management and their employees which sometimes lose their motivation. This communication theory has the role to resolve conflicts effectively without causing any arguments or problem between a group of people (Johnston, n.d.) .
· [bookmark: _Toc8250153]Information Theory 
This theory deals with how the information travels from one person to another without making too many mistakes. You should also consider some effective ways to confirm that the message that is ready to be delivered is accurate. There is a possibility that the recipient could be held more accountable than the sender for the final message that has been delivered as they might of understood something wrong and delivered the wrong message to others (Johnston, n.d.).
· [bookmark: _Toc8250154]Groupware Theory 
The Groupware Theory is indicating that the old ways to communicate change over a certain period of time as the technology advances really fast. In our days the employees communicate more through their mobile devices or computers which might have a big impact on the organization as some important information might be spread through the company before the management wants it to. Is not always bad information that can be spread around in between departments as sometimes the employer doesn’t have the time to inform everyone about a certain change (Johnston, n.d.).
[bookmark: _Toc8250155]Different types of communication skills at the workplace
To be able to work effectively in a team you have to be a good listener, have respect for the people in your team and also be empathic. Being a good active listener working in a team it will show your colleagues that you are paying close attention to what they are talking about and asking questions to make it clear for yourself will show that you are interested in their ideas. On the other hand, being friendly with the people you come in contact with will allow them to feel more comfortable talking to you in regards to their needs or new ideas. To make yourself more approachable and easy to talk to you also need to make sure you control your body language as that says more about yourself , being empathic is also another key part in communicating effectively at the work place (Doyle, 2019). 
[bookmark: _Toc8250156]Managing conflicts through effective communication at the workplace
It is well known that conflicts occur at the work place quite often, but what matters is how the higher management or even the employees deal with it. In order to solve those conflicts you have to follow some steps as in knowing when and how to approach the situation, be confident, be able to control your tone of voice and listen to everyone’s side of the story to be able to resolve the conflict. On the other hand if the conflict is in between the employees within a team and is not a serious matter they can resolve it by talking to each other in a calm and respectful way. They should be able to listen to each other’s opinion and find a way to come to an agreement and work effectively as a team.  If a person within the team has a bad reputation as in having conflicts with the other team members on a regular basis, the management should get involved and find the best solution to make sure that the team is working together effectively. Sometimes conflicts can become more complex and hard to manage if you don’t know your employee’s boundaries. If you, as a leader see that one of your workers tend to go beyond accepted limits you should be able to give them feedback on their behavior and how they can work on it.  Sometimes organizing coaching sessions where you set new procedures and remind your employees your performance expectation could be vital for the business as you might end up dealing with less conflicts (Llopis, 2014).





[bookmark: _Toc8250157]Communication styles 
There are five main communication styles:
· [bookmark: _Toc8250158]Assertive
Even though this style of communication is the most efficient one, surprisingly is the least used in our days. Adopting this style to communicate, you don’t come across as a manipulative person to others. Assertive people know how to achieve their goals without hurting other, have an open body language, taking responsibility for their actions and decisions (Newton, 2011).
· [bookmark: _Toc8250159]Aggressive 
This style of communication is very inefficient as the person using it wants to reach their goals by hurting others. Those type of people act like their needs are the most important and that they have much more to offer than other people. Aggressive people can have an intimidating behavior, sometimes coming across as bullying which makes the other people that communicate with them become defensive or even getting hurt by their words (Newton, 2011).
· [bookmark: _Toc8250160]Passive – aggressive
This is a style in which people seem not to care on the surface but take their anger out behind the closed doors. The people that adopt this style are the ones who feel weak and spiteful. These people come across unreliable, indirectly aggressive and sarcastic and the people receiving their message can be confused, hurt or even resentful (Newton, 2011).
· [bookmark: _Toc8250161]Submissive 
This style is the opposite of the aggressive style. Submissive people do things in a way not to hurt others and always prioritise other people’s needs. Sometimes people can take advantage of you or feel guilty (Newton, 2011).
· [bookmark: _Toc8250162]Manipulative 
Those people can have a hidden message behind their words and talk in a way to control other people’s actions in their favor (Newton, 2011).





[bookmark: _Toc8250163]Communication styles to be used within the workplace
McDonald’s has a very wide and regular audience. To be able to communicate effectively within this stressful and fast paced environment everyone has to keep a minimum level of respect and be able to understand that sometimes things get really tough and most of the people become frustrated. As part of a team I had to ensure that all my colleagues deal well with the customer enquiries and needs. However, having to deal with new starters was difficult to an extent as they needed much more help and training to be able to adapt to the fast paced environment. At the end of the shift I sat down with them and gave them feedback on what they have done well and what they need to improve on in a friendly and calm manner. The upper management should adopt the same way of dealing with people and conflicts as sometimes they can come across rude and ignorant. 

[bookmark: _Toc8250164]Recommendations for improvement
Most of us know how hard it is when having to deal with different type of people, different behaviors, opinions and characters, but we also need to have the ability to adapt to certain situations and be able to handle them. As the upper management you need to set an example for your employees so they could look at you as they role model and learn something from you , such as handling conflicts, working with different people, engage as a team and work together to meet certain targets or deadlines, having respect towards any person you get in contact with. In my case, the upper management from McDonald’s has to work on being patient with their employees, motivating them and showing them more respect. I think if we tell each other what makes us unhappy we would be able to sit down and talk about it and manage to work better as a team. 

[bookmark: _Toc8250165]Conclusion 
In conclusion I think communication should be the key in a business. Without communication you cannot run or manage a business. Having in mind that people have different ways of communicating we should be able to adapt to their needs and ways in order to communicate effectively at the work place. 










References
Annon. (n.d.). Business Jargons. Retrieved from https://businessjargons.com/effective-communication.html
Annon. (n.d.). Skills You Need. Retrieved from https://www.skillsyouneed.com/ips/what-is-communication.html: https://www.skillsyouneed.com/ips/what-is-communication.html
bizcom_coach. (2015, June 20). bizzcommunicationcoach . Retrieved from https://bizcommunicationcoach.com/types-models-of-communication-in-business/
Doyle, A. (2019, March 6). Retrieved from https://www.thebalancecareers.com/communication-skills-list-2063779
Johnston, K. (n.d.). smallbusiness. Retrieved from https://smallbusiness.chron.com/theories-communication-organizations-69478.html
Llopis, G. (2014, November 28). Forbes. Retrieved from https://www.forbes.com/sites/glennllopis/2014/11/28/4-ways-leaders-effectively-manage-employee-conflict/#4e54becc5e15
Newton, C. (2011, July ). Claire Newton. Retrieved from http://www.clairenewton.co.za/my-articles/the-five-communication-styles.html


Page 2 of 8

image1.jpeg




image2.jpeg




