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Introduction

The purpose of this report is to analyse how effective communication is in my own workplace. I will look at what communication is and make recommendations on how it can be developed and improved.
Let us begin by defining communication. Hans and Hans (2014), in their research paper, Role of Professional Communication in Today’s World of Business and Commerce define it as the `transfer of information from one person to another, whether or not it elicits confidence. But the information transferred must be understandable to the receiver’. Communication therefore is a process of transmitting and sharing ideas and opinions from one person to another and is essential in the workplace as it allows – or lack of, inhibits - people to understand each other. In my workplace, effective communication is the difference between meeting our daily goals or falling short of them. There are some issues with the way people communicate which also suggests there is room for improvement in the workplace. One way is by training staff to communicate effectively. That can be done through seminars or one-on-one meetings or helping members of staff understand the different types of communication – particularly body language and written communication, which are as important as spoken communication. In this report, I will explain in detail how these targets can be achieved and will show how important communication is in my workplace. 
Effective Communication 
At my workplace, Lidl, communication is key to allowing us to meet our targets and ensure our team operates efficiently. Morgan (2017) says that one of the most effective ways of communicating is through active listening and that listening effectively is often the skill done least effectively but that it is the one skill that if done well, can create respect for the one doing the listening. 
Types of communication
Let us begin with verbal communication. In their book Maund A., et. all. (2017) Skills for The Workplace, explain that `the use of verbal statements is one of the most common ways individuals communicate with one another. As team members work together to understand problems and manage projects, hundreds, if not thousands of verbal comments are exchanged’ (p.48).  Here, they are explaining that communication is a vital tool we use each day to make the workplace operate effectively. I can see daily in my own work setting just how critical positive communication is to be making it run effectively and how bad communication can have a negative impact on what I do. In addition, at the start of our shift, managers explain our tasks and responsibilities for the day. However, there are times where our duties are not communicated properly. For example, we are given a long list of tasks, yet managers fail to explain the order in which they should be carried out, their importance, or how they relate to each other and the `bigger picture’. That is important because we can be told what something is and how to do it but sometimes having the `why’ communicated  makes the job more inspiring for the team and we understand how this fits into the big picture for the day, week, month and year. Non-verbal communication, such as active listening and effective body language, are also used to great purpose and effect in my workplace.  These can include Gesture and movement, posture, eye contact, facial expression and how we dress. Written communication also allows us to express ourselves because writing allows us to be concise.  An example of this is a work email where it is critical a key message can be sent out where the meaning is conveyed without the use of excessive words, expressing ourselves clearly.




The importance of good communication in the workplace    
Why is effective communication so important to a productive workplace?  Maund et all (2017) explain that effective communication defines what team life is and that it is critical in identifying goals, both team and individual, creating structure and managing relationships through how we interact with each other. I can give some examples here on how communication is important in my work setting. Each morning, my manager gives out a list of key tasks for the day.  She is high context in that she goes `straight to the point’ with the instructions.  This is contrast to other cultures, for example, those from Latin America, East Asia, Arab countries and the Southern Mediterranean, where they communicate with a lot excessive words that appear to cloud the essence of the message.
[bookmark: _Hlk28936130]Models of communication
Additional concepts we can see concerning communication include Shannon and Weaver’s Model of Communication which argues that communication is be broken into six key parts: sender, encoder, channel, noise, decoder, and receiver. A newer version of the theory by Warren Weaver included a seventh concept of ‘feedback’ changing the model from a linear model to a cyclical one. Then there is Benlo’s S-M-C-R model Source which states that the source is situated where the message originates and that communication skills. It is the skill of the individual to communicate. For example, the ability to read, write, speak and listen, attitudes and knowledge. The ability to Communicate also means that the person needs to be knowledgeable about the subject or topic. For example, a teacher needs to know about the subject in detail that he or she teaches so that they can communicate properly such that the students understand here and the social system, which includes aspects of society like values, beliefs, culture, religion and a general understanding of society. It is where the communication takes place. A final model I will define is Schram’s which says that information is of no use until put into words and expressed to others. When the information reaches the recipient, their main responsibility is to understand what the speaker intends to say. Unless the second party can understand or decode the information the sender wants to communicate, the message is of no use so encoding and decoding are two important factors of an effective communication without which information can never flow between two people. Schram also emphasizes that communication is incomplete unless the sender receives a feedback from the recipient.

Communication at the Workplace
Let me now outline the different styles of workplace communication. To begin with, there is analytical:  this is where communication avoids all use of emotional language. Employees that communicate with this style prefer to use data and facts to support their arguments. Analytical communicators are common in the higher levels of management and are effective, particularly in a business setting. Personal communicators value emotional language and use this to build strong relationships within and organisation. This style of communication builds trust within a diverse range of people they work with. Then we have intuitive communicators who focus on the bigger picture and, finally, functional communicators who require an excess of information to enable them to perform. This style of communicator favours things done in a step-by-step fashion, so nothing gets missed, prioritising the detail and timeline to ensure nothing gets missed.
The preferred style of communication between employees in my workplace is verbal compared to managers who choose written communication such as email or text messages over face to face contact. I believe face to face is more effective because I can see the reaction of the person in front of me to what is being said. In my work setting, the style that I use is personal communication.  I find this particularly useful with colleagues at my level and often means I am supported well by them. However, there are occasions where people seek to take advantage of me and this is a weakness.  One skill I need to develop is the power of saying no to people because there is a higher order task, I need to complete which takes priority. While personal communication allows me to build strong relationships at work and means people feel more ready to support me in my job, I recognise there is a potential weakness when using just one type of communication style.  For example, the danger explained above where some people will view `friendliness’ as a weakness that can be exploited.  Therefore, I feel it is important to develop different communication styles that can be switched depending on the setting. As a leader, it is also important to identify people within my team who are more effective at a communication style than me and bring them in to bring balance to my style.

How can communication be improved
Improving communication is critical to workplace harmony and productivity.  Let me give an example from my work setting, in this instance, written communication. There are boards where managers put up key messages each day for staff to read and carry out. One day an area manager enquired if I knew what the red dots meant there were placed next to certain products.  My response was that I did not.  These dots had been placed there to identify products where a customer is only allowed to buy a single item but not more.  This lack of basic communication meant that customers were able to purchase as many as they wanted leaving none for other people to buy. Another issue is when vocabulary which is very challenging to understand or use of acronyms for people whose first language is not English is used in written communication.  This makes accessing the message difficult, can lead to confusion and possible mistakes. This could be improved by having at least one weekly meeting where important items are discussed between colleagues.  Another idea would be to create a WhatsApp group that allows group communication and can be used to quickly clarify information.
It is also critical we learn to listen to each other – everyone we will ever meet will know something I don’t so going into the workplace with the understanding I can learn from other people is important. As is being clear with people if I don’t know something.  This is not a weakness but a strength.  It means I am not afraid to ask questions in order to have clarity.
Being aware of our non-verbal communication is also key:  the way I dress, the way I great people, how I look when listening in meetings, my eye contact, facial expression and posture all contribute to effective communication. Simply being aware of this or observing other people who are effective at it allows me to develop my non-verbal communication. Maund et all (2017) explain that the research into this field is significant and identifies that around 55% of interpersonal messages get conveyed non-verbally.
Conclusion
We defined what good communication is and how effective it is in my own work setting, making recommendations on how this can be improved and developed. I think this brief analysis and exploration has made me reflect on how I can develop my communication skills further and ensure I am being effective with all people I work with, whether, customer, colleague or manager.
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Exercise2: COMMUNICATION: A CASE STUDY

s you read their case, think 3bout 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 i relevant.

'BARRY AND IS STAFE

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. Inaddition, the employees come from varied cultural and ethnic backgrounds. For many,
English i not their primary language.

Barry has a Heaith and Safety (Food) Certfcate and ties his best to keep up with food safety issues
inthe kitchen, but he admits s not easy. Employees receive “on thejob training” about food safety
basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and
sanitizing). But with high tumover of employees,training i often hurried, and some new employees
are put right into the job without training I t s 2 busy day.

One day Barry oversiept because he had been working on his car unti 2 a.m. He was rushing around
and realized that he didn't have 3 clean uniform. However, he managed to find one that was not
Very dity. 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 siting 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: 1 heard you screaming but | thought you were trying to talk o the chef above the
noise of the food mixer he was using. | didn't know you were talking to me". Barry s frustrated and
doesn't know what to do. He fetlike he was beating his head against a brick wallin trying to get
his employees to practse food safety.

He has made many efforts to get them tolearn how o handle food safely. He has put lrge signs
al over theKitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.
Questions:

1. Whatare the communication challenges and obstacles that Bary faces?

2. Which communication models can you use to explain Barr's problems?

3. What solutions might Barry consider in addressing each of these chalenges or obstacles?
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Exercise2: Writing an e-mail.

You are a teacher of Communication and have received this e-mal rom one of your students:
Dear i,

1am writing to you because | om confused about Communication.

Could you please explain:

1.What Communication s:

2. The Shannon- Weaver model.

3. Whatis meant by non-verbal communication and why it i important.

Many thonks,
Lucy Mers.
Reply to the student and answer her questions. Use 3 diagram inyour answer, f necessary.
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StudentName:_Andrcea.  IFTIME Student 0/Group: /906122 &
Time allocated: 1 our. leasereturn your paper 1 th lcturer pon completon. t willbe returned
t0 you at the next session. You will need to include o sconned copy of this exercise in the form of an
«appendix together with your Task 1 (part of the Assignment for this module).

x.1. Read the cases and answer the questions that follow. s ——

‘CASE 1: Mary was working o some paperwork when her Gaughter came into the room upset.
A the chid told Mary what was wrong and how she fet, Mary kept tying on her keyboard and
said, Wil be OK,” and ‘Evrything wil be al right. She was confused when the childonly
continued to become more and more frustrated. ust then, Mary's phone rang and she was al
excited when she heard he fiend's voie. They spoke or fifteen minates and when the call
ended, she turned and aid to hr daughter, O, daring,that was Susan. ' 50 excted about
seeing her tomorrow. The i broke down and cried
I Wy weren't Mary's caiming words having any effecton her daughter?

ccause Mory wios s with ofhe iy amd diel mof

o e oo o309l decih The_comers,
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2. What could she have done to make the situation better?
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CASE2: Steve was exhausted from work when his wie, Sall, came home. S0 he was quite.
annoyed when she began telling i al that went wrong about her day. He interrupted her and
5aid, Tm 5o tired, can't t wait?”. The next morning while they were in the ktchen making
breakfast, Steve said, Did  tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.

1 Whywas Sally upset?

Sally, wjes _upsef bee, Stede  d oo i omher il
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