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[bookmark: _Toc29129074][bookmark: _Toc29223810]1.0 Introduction
This report will be a portfolio of the work which has been completed throughout the first term of this course. I will explain what has been learnt in a proper fashion in hope that it will even help others with their understanding. This will also show how teamwork and communication in the workplace makes a big difference in many scenarios.

[bookmark: _Toc29129075][bookmark: _Toc29223811]1.1 What is Communication?
There are many ways to describe what communication but to simplify it, communication is the interchange of information thought the use of speech, written communication and many more methods from one person to the other. There are two main categories in which communication can be split into and those are: verbal and non-verbal. Verbal being any sort of information that comes out as words and non-verbal being information that does not comes out as words at all. 

[bookmark: _Toc29129076][bookmark: _Toc29223812]1.2 Why is Commination Important?
What is something that us human beings do on a daily basis; we communicate through instant messaging and through speaking, but we also communicate in ways in which we did not even know are methods of communication. The reason to why we communicate is so that we can give out data to others creating relationships between people as it brings togetherness. Another reason to why communication is important is because through this, you can read someone’s personality and characteristics. Which is why people tend to be very careful when they move and express themselves because they know that people may even misunderstand them, and that is very common misconception. 


[bookmark: _Toc29129077][bookmark: _Toc29223813]2.0 My Organisation
One of the biggest areas in which require the most communication is in the space of a business. If there is no communication going around, no work would be done in a correct manner causing the business’ workflow to be out of proportion. Communication is key to success and great ideas come from the exchange of knowledge from individuals.
An example of this is my own work environment in DG Study World. This is a company who focus on student recruitment making sure that any customer that comes in with a desire to study; gets their opportunity at a college or university. This organisation has around 5-8 employees which is very small for what it should be because it is very known around the world considering that people from different countries contact this company to find study options. 

[bookmark: _Toc29223814]2.1 How Communication can be made effective in a business organisation
Most companies struggle to find a way for communication to be effective in their company structure. Come to think of it, no company has perfected this at all because nothing can be classed as flawless. The only way that a company can come close to doing this is by implementing a feedback after every direction. Allow for an explanation. When an employee gets given an instruction by their managers or supervisors, there is usually a high probability that the employee did not fully understand what was asked of them due to circumstances in the situation. Managers do not tend to ask their employees if they understood, they only tell them one time and that is it. This causes problems for the employees because they would only do what they understood, and this may infuriate the manager because they did not do exactly what was asked. Therefore, having some sort of “feedback” helps them a lot because everyone will have understood and if there are any complications, they could even be given the opportunity to ask questions just to allow for some clarification.

[bookmark: _Toc29223815]2.2 Relevant Theories/Model of Communication
If my company were to be related to a Model of Communication, the best option would have to be the Shannon & Weaver’s Model shown as Appendix 1. No, I am not saying this in the good way because my company does not follow this order and process. In fact, for every single step of this model, my company finds a way to bring a problem. The first stage being the Sender; this is the stage where the message originates from; where the sender thinks of the message in their head. Examples of errors in which my company has had with the Sender is the fact that the CEO has his own vision and expectations that does not meet the company’s own current standards and capabilities, so he is trying to achieve something that is highly impossible to reach and does not meet what he had imagined. Most of the time, the CEO and managers go to visit different universities so that they can create relationships so that they can potentially send students, therefore, to communicate with their staff; they use text messages and phone calls to give instructions. Along with this, it creates some “Channel Noise” mainly due to the language barriers. Being the only Hispanic and English speaker there, made it very difficult to understand them since everyone who works there is from Bangladesh and speaks that language. There are few occasions where another noise is the fact that the employee is trying to complete work given by one Sender, then another comes in asking for more work; this is a constant problem because there are very few employees so each one gets given too much workload so when a new task approaches them, they get demotivated. And considering that there are other companies connected with our office, causing a lot of chatter between them which makes the employees distracted. Another Channel Noise error that could sometimes occur is when an employee attempts to talk to their managers, they do not seem to comprehend. One problem that happens when the message arrives to the Receiver is that employees only do what they understand from their managers, no one can read minds so you do not know what exactly they want so they do it as best as they can. And lastly, this one is the biggest error of all in this model, which is Feedback. This is something that not many people tend to do; which is to make sure that the instruction has been understood. This was a real problem at my workplace because they would just say the instruction once and we’d have no time to ask for help if we needed it. They expect you to understand it first-hand, but that is not usually the case.


[bookmark: _Toc29223816]3.0 The Importance of Effective Communication
According to [Michael Page, n.d.], the reasons to why having good communication in the workplace is important is mainly because it brings team building, gives everyone a voice, innovation, growth and strong management. Having an understanding of people is important so that the respect of culture exist within each person, you may understand that the majority of people do not speak English fluently and may not express themselves as others do, so it is better to comprehend one another so that there is no communication gap. If there is any strategy that should be followed, it should be the Seven C’s Strategy for Effective Communication shown right here [Education Executive, 2017]. This strategy is as follows: Clear, Concise, Concrete, Correct, Coherent, Complete and Courteous; if you want to be more effective, you could even consider Credible and Creative. If this is followed you would even be able to see how much different communication would be in any given situation. Even in one-to-one chats, using the SOLER strategy (Sit Squarely, Open, Lean, Eye, Relax) may help you show that you are more intrigued to conversations which allows the speaker to be more comfortable and trusting; this is often used in interviews and even in talks you have with individual people. 

[bookmark: _Toc29223817]3.1 Methods of Communication
To make sure that effective communication exists within people is to make sure you have the following: listening skills, non-verbal skills, para-verbal skills, verbal skills and written skills. Listening skills is not that difficult to understand, it to be able to understand and listen to a situation with our ears and with our eyes. It is a very simple concept and it is not hard. Non-Verbal skills are the one thing we do intentionally and unintentionally; that is through the way that we make movement with our bodies and how others interpret what we are attempting to say by judging our movements. Verbal skills are the overall words that we say in a general sentence to another person; in fact this might even be the sentences that we say frequently or even write but it must make complete sense. Para-Verbal skills is something that make people a tad more cautious with because this is the way we say the words that we use, and our tone of voice always varies depending on the situations in hand. Written skills are very self-explanatory to be honest; this is where we would use techniques like punctuation, grammar and many others to show the way in which we write and present neatly the words. 

[bookmark: _Toc29223818]3.2 How does Communication work between Management and Employees and to what purpose?
Communication can really depend on how big companies are. Smaller companies tend to have managers who are nicer because they want to keep the staff that they have. Bigger companies are much stricter when it comes to instructions and communication because they have more to lose. There are ways in which communication can be effective between management and employees; it is explained by [Johnson, 2018]. The first step is to communicate regularly between each other so that they can feel comfortable talking to their manager and so that they can feel like they are a part of the company. It’s very important that all management make sure to solicit feedback from their employees so that if they are feeling pressure or not understanding what’s needed to be done, it can be sorted out. From experiences, one major problem was that managers do not listen to their employees; so the next step is for managers to listen closely and attentively to their employees as best as they can. Now the last step is for the managers once again, this it to lead by example; staff tend to see if their manager is motivated and determined, that usually leads to employees being motivated.

[bookmark: _Toc29223819]4.0 Improvements/Solutions
Most of the solutions have been explained in previous points across this report but to recap they would all be explained in more detail here. Especially for my situation, the one main problem that was reoccurring was the fact that managers did not even think about receiving feedback from employees. This can be avoided by managers going up to staff and making sure that they fully comprehend the given tasks. Another way is for managers to not always give orders to their staff but separate a private chat with them to give them a chance to speak and listen to them. Let them see that they do matter and that they are not just a simple worker. This may be awkward at first, but if you introduce some Team Building games or activities, this may even bring more confidence, engagement and communication to your staff members. Having a boring office is not what people want, they want a place where they can feel a bit more at home and relaxed; so by incorporating these games, allows for more movement and some time to forget about your workloads. 

[bookmark: _Toc29223820]5.0. Conclusion
After explaining all the following, it is noticeable that communication in the workplace is not as effective as many people think it is. Others may say differently but the majority of times follows the example I gave prior to this. In every single company, communication is always lacking because there is no “perfect” place where everything goes according to plan. 
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Appendix 1: Shannon & Weaver’s Model of Communication
(Communication Theory, n.d.)
[image: ]
Appendix 2: Letter from TESCO
(Created by Author)
[image: ]
Appendix 3: Maria and Pedro Worksheet
(Created by Author)
[image: ]
[image: ]
Appendix 4: In-Class Exercise 1
(Created by Author)
[image: ]
[image: ]


[image: ]


Appendix 5: In-Class Exercise 2
(Created by Author)
[image: ]
[image: ]


[bookmark: _GoBack]Appendix 6: K.E.Y.S. Exercise
(Created by Author)
[image: ]

[bookmark: _Toc29223822]7.0 References

Communication Theory (n.d.). Shannon-Weaver's Model of Communication. [image] Available at: https://www.communicationtheory.org/wp-content/uploads/2011/06/shannon_weaver_model.jpg [Accessed 5 Jan. 2020].
Education Executive. (2017). The seven Cs of Communication – Edexec.co.uk. [online] Available at: https://edexec.co.uk/the-seven-cs-of-communication/ [Accessed 6 Jan. 2020].
Johnson, K. (2018). Effective Communication Between Management & Employees. [online] Work.chron.com. Available at: https://work.chron.com/effective-communication-between-management-employees-11299.html [Accessed 6 Jan. 2020].
Michael Page. (n.d.). The importance of good communication in the workplace | Michael Page UK. [online] Available at: https://www.michaelpage.co.uk/advice/management-advice/development-and-retention/importance-good-communication-workplace [Accessed 6 Jan. 2020].



image3.png
=\

TESCO

11" November 2019
Dear Mr Johnson,

Thank you for being such a loyal customer at Tesco - Southgate, it means the world to us. We are
very glad you are happy with/our services so far and would like to thank you for bringing this issue to

my attention.
addyess
We have received your email on the complaint about one of our employee’s bad attitude towards
you and other customers. This behaviour is not tolerated at our facilities and we will sort thi:
straight away. When hiring our staff, we expect the upmost respect from our prospects because that
is our main vision; to make sure that customer satisfaction is through the roof. Urgent action will be
performed once we appoint a booking time with Mr Abdul as this behaviour is unacceptable and it
goes against our guidelines.

On behalf of our company, we want to show you our deepest apologies for this recent encounter by
offering you a £50 Tesco Gift Voucher for any of our products in stP or online. Also, we will be
giving ypu a £20 Amazon Gift Voucher to use whenever you gﬁn“e th should be attached to this
letter, !jf by any chance they do not to be there, please feel free to contact me directly; my
phone’number and email address w b&/shown at the bottom of this letter.

Once again, we would I?JAN: thank you for being a regular customer at Tesco. Your opinion matters
to us and we make it olr priority to sort out. Therefore, we put your complaint as a matter of great
importance, and it is being handled by the time you have read this letter.

owe  atlengt fi adder g Bun Wl (e g Sedify g

Hi ivi conti r ex| here with us
at Tesco. We louk W Cwmg |
Yours Sincerely, \/ SoeNgien

Mr Jefferson Jurado

Assistant Manager at Tesco A iﬁ\% &df\k
Mobile: 07458 215846 “ v

Email: JJurado@tesco.co.uk &

#dy
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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 | asked you to get on your way home.”

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

. 7 " g 5 & Lok F roAe @ aF & Snl)ng side
Q1: Why do you think Pedro misunderstood Maria? m frecdal bis aanny

Q2: Which Model of Communication explains this confusion and why? @B or C? (see Page 2)
Q3: How could this have been prevented? 7% 't
Q4: Which Model of Communication explains how it could have been avoided? A,@orc?
Q5: Is there anything missing in Models A and ¢? Feadecle
Q6: Can you name each of Models?

A Sl Slonwon @ weaver

B: Sclrwmim

C: Berlo
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Trinity Sat David Effective Team Working and Communication — Term 1
Tonoon BMSW4002
G 1 In-class exercise 1

Student Name: M\ D;J(‘odb studentD: __ 1906 166

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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You angut g fler o seay StV o by fooe e
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Stowchedd ocle 5 w0t e good image. |l S0 swea Hab yew lawe of oo

esptogens ool vy oo v Sheush) awayy uxadawb
Nl asa— yerded on Zf
qhg > o cone o Lo por roe s\ o gy Mo
W Mot | om bor o ~prove sl Toeloe “Eum : ‘“&’2:‘"'3
Sme Wb oadd  velp Ve ailla sfovr von- vedal covvmjunieaboy Sells. it wall
L o ool wu_d;asﬁewb Lk eleve Jal LUK oot it inte

T esa LAl oo/ cvplogees cvd gy coddl

Melerdeol  yers dwechen c—d ack en if.

JE oy ek o bals iy covle copa( we lack.
fowrs Siagpely

Jeflecon Tyuedo

Lecturer’s signature: Date: [ttt il
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Trinity Saint David Effective Team Working and Communication - Term 1
Tonoon BMSW4002
In-class exercise 1

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
yearsold. 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 emplovees,ﬁjgiuz.js_qﬁ%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: ‘| heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. I 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?

2|Page
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Week 8 In Class exercise

Chapter 4 of the text The KEYS process (Quintanilla 2017 in Maund et al 2017 p83)
K.EY.S

KNOW YOURSELF

EVALUATE THE PROFESSIONAL CONTEXT

YOUR COMMUNICATION INTERACTION WITH OTHERS

STEP BACK AND REFLECT

A Day with the Chief
Mark and Ms. Mills
Evaluate the professional context p.71

Work through the four questions in small groups

1. What would you have done?
= ‘3*\“"4 Gllecoues axt RO,

F WA 3
weis pel Ais MRS Ifessievel)
~ el iy seles {w‘eﬁgrtsqnm \.\: :x :'Qx B wally sord. (8e
° g sen

e oS, (%)
. aenhf::’ ot Py ek AN HOS
- S

davwo’kzc""""‘”‘w

2. Why or why not?
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3. What factors of communication led to change
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4. How could the KEYS process help?
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