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Introduction


In my report I will define, what is communication and why it is important. explaining about the different types of communication, the effectiveness of communication in a business organisation, using the relevant theories learnt in class, by researching and referencing.

Using my workplace and personal experiences to outline the importance of effective communication.
I will be talking about the role of culture, effective communication between management and employees. The tone used, choice of language, the level of formality and the importance of using communication strategies, such as KEYS, SOLERB,7C’S etc.
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What is communication?

  Communication is transferring information from one place, person or groups to another.(Raza et al. 2017) Communication involves at least one sender, a message and a recipient. Communication can be verbal or nonverbal. Effective communication in an organisation is important, for the smooth running of the company and to promote growths.  

The importance of Communication 

  It is important to human in order to understand each other to promote the spread of knowledge and to form relationships. Effective Communication within an organisation is an important factor as the overall performance of a firm(Osborne et al.2017)depend on the team and how well they communicate with each other, from the management team to the employees.

 Different types of communication
There are five different ways in which we communicate in the workplace, within groups or in our private lives, these 5 types of communication allows us to have effective communication. (Maund, Schriek, Tinkler 2017)

Verbal Communication:
  Verbal: verbal communication relies on spoken or written words to share information with others. Dialogue, a form of verbal communication, is a discussion of conversation between people. It is a process by which individuals are exposed to new information. According to (wang 2018), Ways of having a verbal communication are, face to face, talking on the telephone, internet conferencing; may consist of video call, skyping and intermediary (where a person act as a mediator between people in order to arrive at an agreement). 
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Nonverbal Communication.

  Nonverbal: nonverbal communication is sharing information without using word to encode messages. Where body language, facial expression, posture, hand gestures are referring to nonverbal communication. There are four basic form of nonverbal communication. Proxemics, kinesics, facial and eye behaviour, and paralanguage (Maud, Schriek, tinkler 2017).
   Proxemics: is the study of an individual’s perception and use of space. Territorial space and seating arrangement are two examples. In class we learnt about the S.O.L.E.R, where you Sit squarely, with an Open posture, lean toward your client, keep Eye contact and try to Relax.
   Kinesics: refer to the body language, which is used to convey messages. (Wang 2018)Pacing and drumming fingers are sign of nervousness. Wringing of the hand and rubbing temples signal stress. Facial and eye behaviour is another example of nonverbal communication. For example, when a healthcare manager interviews a candidate for a position as a clinical care coordinator, the manager attaches meaning to frowns and eye contact. Avoiding eye contact tends to close communication. However cultural and individual differences influence appropriate eye contact. Moderate direct eye contact communicates openness, while too much direct eye contact can be intimidating.
   Paralanguage: consist of voice quality, volume, speech rate and pitch. Rapid and loud speech may be taken as a sign of anger or nervousness. The communication process is impeded by negative nonverbal cues. For example, arriving late for an interview with the finance manager of a care home, talking very fast ,avoiding eye contact, getting very close during a conversation or in a seating position that is reserved for the owner or members of the committee convoy’s as a negative factors in the communication process. (Draft &Lengel,1984).

3
Relevant Theories

   Models of communication- different ideas have been developed to explain communication. They include models or cycles of communication created by (Shannon-weaver 1948), (Berlo’s 1960) and (Schramm 1954)
(Shannon-weaver 1948). This model of communication is known as the mathematical model, where messages are encoded by a source and sent through a channel. The messages are then decoded by the receiver, who in return send the source a feedback. Message may be disrupted by noise. 
(Berlo’s 1960) Berlo developed SMCR (Sender Message Channel Receiver) model, stressing relationship between source and receiver.
(schramm 1954) Schramm adds the factors of fields of 
experience of the sender and receiver life experiences when can enhance communication when they overlap.  Communication cycles has 6 stages, the Sender, Encoder, the message, the Receiver, the Decoder, A Feedback.

How communication can be made effective in a business. 
 Communication can be effective in a business organisation using   the (Shannon-Weaver Mathematical Model,1949). Finding suggested that with this method you need a Sender (information source)- Is the person who makes the message, choose the channel and send the message. The Encorder(transmitter) encoder is the sender who uses machine, which convers the message into signal or binary data. It might also directly refer to the machine. Channel- channel is the medium use to send the message. Decoder (Receiver) is the machine used to convert signals or binary data into message or a receiver who translate the message from signals. Noise- noise is the physical disturbance like environment, people, etc. which does not let the message get to the receiver as what is sent.
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An Example of Shannon-Weaver within the workplace:

 A Manager sends a message via phone text to her secretary about a meeting in the Staff room to remind the staff about the importance of good time keeping. The secretary did not get the full message because of noise interference. It went like this:

Manager: at 10am we will be having a meeting in(“ the conference hall” goes missing because the phone network was disrupted or background noise.

Secretary: in where?

[bookmark: _GoBack]                                          
[image: ]
                          Diagram drawn by me                       

In a case like this, the transmission error is the noise. The secretary feedback let the Manager know that the message reached was incomplete. The receiver get the chance to get the full message only after her feedback.
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The importance of effective Communication.

  In Communication active listening help to deliver effective Communication. Hearing and listening are different and only hearing can make communication ineffective. When you listen attentively, you will receive and interpret information accurately. Effective listening promotes healthy relationships and solve problems. Interpersonal communication skills help to build relationships and create new ones, by interacting with people.

(My own experience of effective communication in an organisation)
I work in a mini cab office as a telephonist/controller. My job role include answering the telephone taking customer bookings and dispatching them to the drivers. We use two different system to allocate  jobs to drivers, one is the built-in radio system the other XDA handheld device. When speaking on the built-in radio your conversation is open to all drivers working that shift. XDA allows you send jobs and communicate directly to individual drivers. Effective  Communication in my workplace is important when dealing with customers. If we take the wrong booking information of a customer pickup address or wrong drop off destination will cause disruptions include, loss of earnings, driver been late for pickups, unnecessary trips. In most case this cause frustration for the drivers. I find using the (Shannon-Weaver method 1949). I  recently learnt in class has helped me a lot to communicate more effectively with customers, drivers and staff. I also practice using the 7 C’s strategies on how be to be Clear, Concise, Concrete, Correct, Coherent, Complete and Courteous.

Here is a diagram I made to show the communication between the customers and I, and the reason ineffective communication can occur if there is a technical fault in the wire which will affect the message being delivered fully. Using the (Shannon-Weaver Method 1949) allows me to communicate effectively and get feedback from customers.
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[image: ]                          Diagram drawn by me                       

This next diagram show the communication between the drivers and I when allocating jobs using the radio system. The message will not deliver complete if there is a disruption in the radio frequency and the driver will receive only part of the message. As mansion in the first diagram, using Shannon-Weaver method help to deliver an effective communication within the workplace.                                              
                      
[image: ] Diagram drawn by me 
                      

Role of Culture in Communication  
 Culture plays a great role in communication, society and within an organisation, taking in consideration values, beliefs and customs of people from different backgrounds (Adeosun et al.2017) The background of different culture greatly affect the way people talks
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 and behave. Culture and communication has ways of influencing the way they communicate and socialised as individuals. In an organisation, if culture differences are removed, it will open a whole new way of how management and employees can communicate effectively. by doing so, employees would have freedom of speech in which they can speak freely without prejudice, this will reflect a change in the way they communication which is beneficial to the company. 

Communication between Management and Employees
  Communication between Management and Employees in my workplace are inline. The management team regular communicate with us, whether it is one to one, meetings, or by email. They keep us informed about the day to day running of the firm, and what ideas they are imposing for growth within the company. Effective Communication not only keep us informed, thus, boost morals and engagements.(Abualoush et al.2018) Management will often ask for feedback from employees, this promotes a dynamic relationship between managers and employees. Our inputs and idea gives us a sense of acceptance with the firm. with (Shannon-Weaver Method1949) our managers can gain insights and create processes that could potentially be more efficient and effective. This also gave them ideas as how engaged and motivated staff member are. On the other hand, Managers can also give feedback themselves, on their team performance. Constructive feedback and praised for a job well done encourages us as employees, to feel more part of the company. Feedback system is one of the bests ways of improving communication in the workplace. For me an example of an effective communication is Respect. In my organisation management ensure each employee are feel respected and valued, as individual and as a part of the team. They when they addresses, their action and attitudes.
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Communication strategies
  Communication strategies is vital in my organisation we work together as a team to meet deadline, to produce great results, we include and keep each other informed. Three of the communication strategies I learnt in class which can be beneficial within an organisation are: KEYS and SOLERB 

Keys are used to do own self-assessment, archive professionalism, communication effectively and taking time to reflect on one’s self.
  
  K- know yours
  E- evaluate the professional context
  Y- your communication interaction with others
  S- step back and reflect

  In meetings SOLAR are put in place in order to achieve effective Communication.

  S- sit squarely
  O- open posture
  L- lean towards client
  E- eye contact
  R- relax

 According to the 7C’s communication need to be:
 . Clear
 . Concise
 . Concrete
 . Correct
 . Coherent
 . Complete
 . Courteous

9


  


Conclusion 
The purpose of this report is to give the reader an insight on how having effective communication is beneficial toward the growth and performance of an organisation. How communication theories and strategies are used to influence great results among managers and employees. I talked about my own work experience and include diagrams of the Shannon-Weaver communication method. I have identified the role of culture in communication and the results of communicating effectively. To sum up, effective communication is the backbone of a profitable and successful organisation.
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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.
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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.
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