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This report will consider communication and its importance; the different elements of communication and it includes how communication can be made effective in a business organisation and the purpose of communication between management and employees. Communication is an act of transmitting or passing information, thoughts or ideas from one place, person or group, organisation to another (Your Article Library, 2019). According to your Article Library (2019), Communication is a process when meaningful conversations are perceived, and understanding are reached among persons. Moreover, Maund, Schriek and Tinkler (2017), defines communication as an interchange of facts, ideas, opinions or emotions by two or more people. The course of any communication needs minimum of one sender, a receiver, and a message that is transferred within a medium of communication. It starts as a thought in the mind of a sender when the individual encodes the messages, normally, in the form of verbal communication for instance, spoken or written words and non-verbal communication for instance pictures or gestures. It is transmitted in body language, vocally or in writing form, and the receiver decodes the message (Maund, Schriek and Tinkler, 2017).
Communication is important in the workplace; it is an essential instrument in attaining productivity and maintaining strong working relationships at all level in the workplace. It helps develop trust among employees. Workers that communicate effectively with colleagues, managers, service users and their family are always precious assets to a business, and it is also a skill that will increase employability when applying for a job (Michael Page, 2019). On the other hand, Michael Page (2019), says poor communication will lead to staff not getting motivated and lack confidence in their organisation. 
Written communication is important for the correct keeping of record and it also includes details that is regarding the care needs of residents, for instance, the service users’ care plans, daily care and handover notes, reports and assessments. A written down information should be accurate, correct, educative and with good intention. 
As well as acknowledging that communication skills is important, it is important to know that effective communication is vital between management and employees. Effective communication between management and employees keep relationships within the workplace very strong; there is easy access to technology for example colleagues can contact one another anywhere without meeting one to one (Richards, 2019). In addition, Richards (2019), implies that without good communication there will not be trust and honesty amongst staff. Furthermore, Kramer (2014), says effective communication gives employees ability to trust and leaders getting to know what is expected of them. Secondly, management role is to inform, instruct, direct and give direction about the policies and procedures.
There some barriers to communication that could result to poor communication because of restriction to the medium of communication between someone who transmits a message and the receiver (Toppr, 2019). Additionally, Toppr (2019), suggests that the following are some of the barriers to effective communication for instance, language, psychological, emotional, cultural and physical barriers. An example of a barrier is cultural barrier in the workplace. Cultural barriers could arise because there may be people from diverse places in the world with various cultures for example: dressing, religion, foods, drinks and their way of behaving may be different from one culture to another (Toppr, 2019). 
According to Kramer (2014), there are different types of communication which includes Verbal communication. Verbal communication involves face to face discussion, telephone, radio or television and other media. Non-verbal communication is another type of communication. Non-verbal communication involves body language, hand gestures or signals, tone of voice, and proxemics. In addition to this, Moss (2012), mentions that non-verbal communication, is a full bunch of information, signals and symbols on how human beings transmits messages. Also, Maund, Schriek, Tinker (2019), adds that non-verbal is known as body language which involves the method, we communicate without written or spoken words that provide meaning to a person. There is also written communication - this includes letter, emails, books, social media and magazine. Lastly is the visual communication which are graphs and charts, maps, logos, and other visual communication aids. 
Also, Kramer (2014), says that verbal and written communication in the workplace includes formal and informal communication. Formal communication is the main one that discusses subjects like the policies and procedures of the workplace, job compensation, promotion offer, and important occasion in the organisation, then informal communication is casual chatting for instance inviting a colleague to eat lunch together or a phone call to remind a manager and co-worker of an upcoming meeting. In addition, Kramer (2014), mentioned that communication also includes upward communication which is between employee to manager and then downward communication is among manager and employer.
Furthermore, Brotherton and Parker (2013), implies that good listening is part of communication skills which needs you to pay attention to the  verbal and non-verbal messages that is sent, to know the meaning of the message and also active listening is centred to promote interpersonal relationships with colleagues, managers and service users. In addition, spoken  or verbal communication is the most common ways that people speak to each other, the message we transmits must include correct explanation and meaning, otherwise, the spoken word will not be understood and as a health care worker, you must make use of your communication skills and capabilities to interpret the message of other people (Maund, Schriek and Tinkler, 2017). 
According to Belonwu (2018), ways to improve effective communication are as follows: To begin with, Open meeting is an easier way to communicate how you feel and the love for the job to your team. It is the best approach to communicate effectively with a team because as a leader it will enable you to listen more to your team than you speak. During meeting, do not speak too quickly or mumble words, talk clearly to enable your team to hear you properly. Secondly, Emails will allow you to pass messages to your team without getting them out of their house or duty posts. Thirdly, some people prefer the one to one basis because they understand better when you call them aside and talk to them face to face, maintaining eye contact and in a friendly atmosphere. Lastly, communication via training is specially made to contain information that is essential to your team members role. Most health care workers take training very seriously because it may be part of their appraisal which is beneficial in becoming a skilful individual. 
Belonwu (2018), also suggests that another means of communicating effectively to the team is to use simple words that can be easily understood. Secondly, another method is to use the appropriate tone of voice to communicate the message to the team members so that one will not be misunderstood or dissuade the team to cease from communicating out of fear.  Thirdly, body language will send a message to the team faster and better, for example, eye contact, hand gestures, sit up straight and use smiles. Also, it is important to thank the team for their time after communication session. Lastly, communication can be done visually by placing visuals at important areas around the workplace which gives room for better understanding. It is suggested that some people get messages easily when pictures and sounds are used (Belonwu,2018). For instance, using presentations like Microsoft power point to communicate to the team and this will enable them to go back to it if they are not clear or unsure about things. Moreover, do not converse and walk away, give room for feedbacks to know how effective the method of communication that is being used (Belonwu,2018).
There are three relevant theories of communication which includes, Shannon and Weaver, Schramm and Berlo. Shannon and weaver model of communication explains that communication can be broken down into 7 very important concepts. These are sender, encoder, channel, noise, decoder, receiver and feedback. The 7th concept (feedback) was the newest type of the theory by Warren Weaver. The model is known as information theory or the Shannon theory because he was the main person who established the theory (Drew, 2019). In addition, Drew (2019), implies that it is also known as the mother of all models because it is recognised everywhere. The model’s primary aim is by explaining how messages are lost and misinterpreted in the communication process and it also provides a structure for examining how messages are sent and received.  
[image: ]Sender (the information source) begins with the person who has the information to start the origin of a message. The process is started when the sender selects a message to send, someone to send the message to, and the channel through which the message will be sent. A sender can send a message in so many ways and this may be through verbal words, in writing, body language and music (Drew, 2019). Secondly, the Encoder (Transmitter) is the person that turns a notion into signals, orally, written or sign language to communicate to an individual then the Channel is the medium that receives information from the sender and encoder and then send it to the decoder and receiver. Thirdly, Noise is when a message is interrupted by noise on its way from the sender to the receiver. The noise could make the receiver misunderstand the message. Finally, Drew (2019), wrote that Receiver (Destination) is where the person finally receives the message and then feedback is the last theory, and this happens when the receiver of the message responds to the sender how well they understood the message. (Drew, 2019)

[image: ][image: ]The Osgood-Schramm is a model that is constructed on the theory that communication is a two-way system which involves a sender and a receiver (Hendricks,2019). Furthermore, Hendricks (2019), implies that this model of communication is in a cycle than straight and it requires two people taking turns in sending and receiving messages. The Osgood- Schramm model is simple, and it consists of the following parts.  The sender- this is the person who encodes and send the message. In the second place is message and this is shared amongst two people. Also, is the receiver who is the individual who interprets or decodes the message. Finally, in the schramm model of communication is the semantic barriers which is a misunderstanding of the words used that causes the message to be interpreted in a different way that was not planned (Hendricks, 2019). Also, Hendricks (2019), says that the advantages of this model are that it gives a simple way of communicating with the sender and the receiver in a circular way. This allow two people to play a part equally and split their feedbacks which is a verification that the message has been received and decoded.(Communication Theory, 2019)

[bookmark: _GoBack]In 1960, David Berlo elaborated the straightforward communication model and produced the SMCR model of communication. According to Janse (2018), Berlo SMCR model of communication stands for the mechanism of communication in an uncomplicated way which includes the sender, message, channel and receiver. Janse (2018), explained that the sender of the message is the author who produced and sent the message to the receiver and the sender is also the beginning of the communication process in which the individual encodes the message. Secondly Janse (2018), says that massage is a medium of communication that is sent from sender to receiver through hearing, speaking, video message, and through radio or television. The Channel is the means used to send the message. Lastly, the receiver is the individual who receives and later decodes the message.(Simplinotes, 2017)

In my workplace communication is important because it enable the flow of information and understanding among various people and departments. for instance, The management, health care workers, domestic and kitchen staffs, and the administrative staff (Your Article Library, 2019). In addition, Maund, Schriek, and Tinker (2017), says active listening needs you to be attentive on the verbal and nonverbal messages sent and understanding it and secondly, good listening is focused on interpersonal relationships with colleagues, nurses, team leader or manager and service users. At work, I communicate using the schramm model of communication. In addition, my workplace communication includes written or oral, interpersonal/interprofessional and interdepartmental. It brings employees together and help with day to day routine and decision making (Your Article Library, 2019). I will be applying schramm model of communication as model used in my workplace. This is when the health care worker on each shift hand over to each other, an instruction from the manager to the nurses or carer and lastly from employee to residents and understanding each other (Hendricks, 2019). In schramm model of communication I am the carer that encodes and send the message through spoken words to the resident who decodes or interpret the message.
Effective and good communication within the workplace is a very vital components generating a favourable environment for employees to work in; It encourages relationships between staffs and service users and there is increase in productivity and profitability and better understanding in the workplace.
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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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Review any lecture content not covered. See Weeks 1-6 on moodle.

Exercise: Classroom divides into self-defined groups of 4-5 persons. (5 minutes)

Reference: Essential Texts from the Module Outline, Maund et. al. 2017 and Morgan 2017

The situation: (Read aloud and clarify keywords and discuss anything ambiguous)

The team are the management of a huge BMW dealership in London and the South East.
(Pick another car brand if you do not like BMW)

They have been caught discounting vehicles against other dealers to close sales. The Brand
owners in Germany have asked them to relinquish their distributorship. A Chinese electric
car brand is eager to find a British partner to test the market for electric cars. They have
made an exploratory phone call to management.

The work force knows something is wrong and people have started informally to ask
questions to management. Management have replied with “we are still BMW dealers as at
this moment.... You must concentrate on your work in front of you”.

The work force has key members who are taking days off without warning or due cause.
BMW have given them a deadline by which they must cease activity as a main dealer.

TASK:

1.Identify stakeholders (individuals and groups)

2. Create a communications strategy.

3. Identify target groups,

4. identify goals or objectives,

5. Describe a way of communicating with these groups to achieve your objectives
Words and Messages, and Media.

6. Develop a briefing for each of these stakeholders groups, organised as if they were here
in front of you, use as many people as possible and reach these groups.

Presentation

Each group presents the main features of their communication strategy to the other groups
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Further practice based on Week 6 The BMW Dealership Crisis

Exercise:

Divide class into groups of 4-5 persons as they wish.

New Dealership for BMW Merchants 2.

The situation:

Congratulations.... You have been successful, BMW is actively helping you, you are now to be
established as an authority for Electric Motor Cars within BMW’s European sales organisation.

The work force has rallied round.

At a special presentation China All-Electric Cars (the business name for the Chinese group in Europe)
has established a new brand CEC.

CEC’s grand launch press announcement is at your dealership. The motoring world press is at your
doorstep. Everybody is there ... Both BMW and CEC are eager for the dealership to make a
presentation.

The presentation should contain up to 2 short 30 minute videos, some form of activity to increase
“engagement” concerning electric vehicles, CEC, BMW, and the dealership and finally a slide
presentation. Dealership management believe this could be the ideal time to talk about vision, the
mission, relationships, and values, as well as the outline milestones to build the future.

Your team have been given some top quality BMW corporate video and photographic unit
personnel, and considerable finance to do a professional job.

Your task:
3 hour afternoon presentation (including breaks and networking time).

A timed schedule of the events with a brief description. )
199 = — quahes hee-

Communication Objectives of each event.

A rationale for the sequence. O»

Identification of presenters. AR a#lé\ta e
Some indication of style, language, sentence length and construction.“"i‘izbé—t a dad _‘L
The tone of each event. u A‘“W‘u

Are there any “goodie bags”? and if so what should be in them.

AND - Your Vision, Mission, Values, and future relationships
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 hich indicated otherwise. Displaying appropriate emotion is vial to professional exccl-
eace. One should show passion and drive bu also demonstrate resilience and be able o tri-
smph over day-to-day disappointments i the workplace. Could you imagine a casszoom
S vironment where students displayed extreme cmotion cach time they received a grade
it was lower than expected? How do you think your productivity would be affected?

The second function of nonverbal communication is to convey interpersonal attitudes.
Being skilled in observing and interpreting the nonverbal behavior of others wil give you
dilemmas in an edge over other professionals. For example, a young woman competing for a promotion
ith another employee noticed that her coworker would always approach their boss with
nmunicate i “vsues first thing in the morning. The coworker would then complain that he had to repeat
; imself and that their supervisor seemed to forget what he had been told. The young woman
bl observed that her supervisor always seemed rushed and distracted until he had his coffee
ety ind had checked and responded to pressing e-mails. She made sure always to approach him
‘when he seemed more relaxed and focused. When he offered her the promotion, her supervi- |
csin sor said he appreciated her timing and how she always kept him in the loop. .
The third function is to present one’s personality, such as character, disposition, or
ion would i temperament. Think about the different work environments you frequent during your
((0Sheta week—the bank, the school library, restaurants, etc. What are the character traits of I
employees at each of these establishments? Do you expect that the librarian will be as
outgoing as a server in a crowded bar? Make a list of the top five jobs you have consid-
ered, and write down some of the personality traits that might be expected. How might
[R—— your verbal and nonverbal communication vary between the positions?
Finally, the fourth purpose of nonverbal communication is to accompany verbal commu-
nication. Ekman (1965) specified the important ways that verbal and nonverbal behaviors
lly held viewpoint intercelate during human communication. Nonverbal communication can simply repeat

snverbal clements
iized effect (Jones
75) suggested that
1 that “nonverbal
ication” (p. 7).

verbal forms for
unts for 65% to
ehrabian, 1981).
+ had one impor-
Jonverbal behav-
1 the evolution of

A DAY WITH THE CHIEF

As you evaluate the passage below, consider whether this  successful, ways the staff can be supported, and how the
behavior is appropriate for this professional context. company fits in with his professional goals. Mark feels more
and more comfortable as she leans forward to listen intently
to what he is saying. Mark loosens his tie, crosses his legs,
and begins sharing stories of how he feels his immediate
treated to  trip to the corporate office in California to meet  supenvisor has dropped the ball on more than one occasion
the chief executive officer, Ms. Mills. Ms. Mils is known and that the team would be better if more money were
around the office as the *Wicked Witch of the West” allocated to incentives and bonuses. Mark immediately
because of her short and sometimes abrasive demeancr,  sees Ms. Mill's eyes begin to squint and her brow furrow.
Mark's coworkers share “horror stories” of their encounters  She stands up abruptly and says in a gruf voice that their
with her, stating that she rarely makes ey contact, never  time is up and that her assistant willshow him out.

s

Markis a top-performing salesperson at a pharmaceutical

supply company. As a reward for his performance, he is

e included in the
on? Your “walk,
> are a form of

What you wear
gesture, as well

;’;g"“:ﬂ(a[ke 3&12 : smiles, and dislikes being approached unless she initiates

ion” (Ivy the conversation. Although he is excited to travel, he is

the purposes of .~ also nervous about what he and Ms. Mills might talk about. OUESTIONS TO CONSIDER

Thy is nonverbal He propares by thinking about how he can share his sales 1. Given the professional context, what would you have

strategies and techniques. On the day of the mesting, he done the same and/or differently if you were in Mark's

Doyl belae: ~ waits patiently for Ms. Mils's assistant to call him into her position?

i e office. When he is escorted in to meet her, he is shocked 2. Do you think Mark accurately evaluated the context? g

Sy to see a petite woman behind the large desk smiling back Why or why not? £
: en you & at him with kind eyes. He approaches, shakes her hand, 3. What communication factors led to the change in the i

friend or family . and waits for her permission to sit. Ms. Mills is nothing chief executive officer's disposition? 2

ed you what was like the horrible person they made her out to be. Ms. Mills 4. How could the KEYS process help Mark improve his H

> “Nothing,” but asks Mark several thoughtful questions about why he is communication skills?
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In-class exercise 2
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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,

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

Could you please explain:

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. j(‘ T ol \
Reply to the student and answer her questions. Use @h your answer, if necessary.

Dear Lucy, :
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Student Name: @/LK\NQ‘\‘“ Sie Q\\ {:\( Student ID/Group: _| S o

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, “I'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.

1k Why weren’t Mary’s calming words having any effect on her daughter? aar ("‘)”V\
I devas. e caues pysie, tasy el Vol oo L vebica co k\(mtg

L Y T VI P s P el oo
&F lu

e /o /
ﬂo/ﬂ/k
p What could she have done to make the situation better?

kgl B siwes hee odbeihon cioi ber eme Codadbo | bl
S O A c&u%& PECO. Bl e

O

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.

1. Why was Sally upset?
&\H o e R e e ROt e o i (e S
PR B A \ L
U
9
AR
2. What could Steve have done to help the tension that had developed?

e e i e Ve e atbate ol N e Shoe gnien
chacbbs 2 weleb vack convans ek Ve o Sl e

h\l H\.)erlx T I e i e
(4

Lecturer’s signature: MW Date: ID‘,// 2//7

1|Page





image14.jpeg
(Slqwc«'k‘\'“ Rutf=. pe L9047 67

ECfecTive Tenm~ oK iwe P

=
N 'Xé”"‘ Wi © oA

o~ e

s = m&:\aums l‘}\u&{,‘
W s AS, Tuducy Raed,

S ,‘ e // KidbraaKke,
i ______ WM o _ 3 e
| o Jqouai %Mr& ”ir 4 fga‘m‘,a’! Lt 0‘1'\('&»{?;

m(ss B"I\HC\’I’M\D’ A’k\h\am.
24, News Aces Rascd,
e el

; Lswdan- S

| SEa22. Qe

| _)Qﬂnf Qlqu{‘tsta ﬁ'km\u:rfu

3 E S fecaee et e T TR ISR
“\s\a Mol U\iayu'\\\ S& ‘*m-\u:.&_,,._sL e s fvcsonb
UW&k R Crauwimxk &kwcwt < SL S

e \—*agg,[-‘y_lgéﬁm hecessany et £=r°~<\ f e
L\nme ad = \"U—&ﬁv\&l Awg\a{)mu\\> as Msx Qﬂ\\\kue\ﬂ
licaun 'Cﬁr\ &\H&rm\' sceas of Cave :

'_Lg“la - = [ e Camidimenb s e ches b ROe s da il
Ehachee ool e NaatiBB 0 C St G SRt b--rk'\uéc G U Y s

I
s 'i \t‘ﬁuvfs S\»\,Cgr_.s.\s(_;; she
|

S T TR T
0





image15.png
e S TuDesy ~a
sl14 RIS e 195 v 59

Effecte Team Wollcimre ArD  Commum iCAT oo

MARIA and PEDRO

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

~
. | ST \—\_.__g\,\kcsw S:t
Q: Why do you think Pedro misunderstood Maria? {®\S¢ Eovir= S l neve \AW%J)("\: d B
ne =\ S‘J"/\

Q: Whose Model of Communication explains this confusion and why? mascle 25

Q: How could this have been prevented? {c<diedC - (o <xic Fas o—\us@g qd, Sun ]/

Q: Whose Model of Communication explains how it could have been avoided? \gyé Besver
( faedd
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SHANNON-WEAVER'S MODEL OF COMMUNICATION
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