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1 : INTRODUCTION

This assignment explains what communication is and how people communicate with each other, what types of communication there are and what channel is used to send messages. Communication is also an important skill required in a workplace, this is also a skill the employers will look at for their suitable candidates in job interviews. There are communication models like Schramms and Shannon-Weaver’s, they explain how message is transmitted by the sender and how the receiver interpret the information. When people communicate with each other their facial expressions, gestures and body language plays an important role. This report looks at a case study for a large discount store owned by Sarah Davis, it explains how a business consultant advice the owner about effective teamwork and communication can be maintained. The consultant looks how to structure the communication system for the workplace so the workers get the right information across the whole building and keep the business running smoothly. 



















DEFINATION OF COMMUNICATION

‘’It is a process of passing information and understanding from one person to another’’.

2 : Why Effective Communication is Important For The Continued Success Of The Organisation

It is important to have a good communication with co workers in a workplace, especially from managers and the owner of the business. This will help and enable the managers to instruct the employees of their expectations, performance, task and goals. This will avoid people making mistakes and avoid confusion that will lead to loss of business. The owners and managers of the business should keep a good relationship with their employees, having social engagement outside office hours and having team building days will keep the managers engage with their employees. This can also improve staff morale, encourage motivation and have team united; it is considered that happy employees can increase productivity. Having an effective communication with clients and suppliers can help the business running smoothly; they will feel personally connected and will be happy in dealing with the business. Research is done with groups and it was observed that it was important to have a centralized person or persons to do the most communication and have the direct contact with to have a better understanding the information given, (Brown and Miller, 2000). This indicates that the managers can be the focal point for employees to approach when communication is required and they can rely on getting a good result on the matter they are questioning. Dealing with complex tasks and having open discussions with employees can help to understand the information and then enable to make the correct decisions, (Roy, 2001). 











3 : The Importance Of Two – Way Communication

The definition for two way communication is interchanging information and ideas from a sender to the receiver and vice versa, if a business fail to establish this it can cause a bad reaction within the workplace and the business may cease to exist. 

For the case study, Sarah Davis can look into the communication models by Schramms and by Shannon – Weaver.

Schramm Communication Model

In 1954 a scholar named Wilbur Schramm designed this model to emphasise on how communication is formed. He explained that message is sent by the sender as the encoder and a channel is used so the information is received by the receiver who decodes the message. 

(Case Study)

Sender                                          Message                                              Receiver
SARAH                                         INFORMATION                                   EMPLOYEES
(encoder)                                                                                                   (decoder)
(interpreter)                                                                                                (interpreter)
(decoder)                                                                                                   (encoder)
Receiver                                        Message                                              Sender

The discount store owner, Sarah Davis can use this model in communicating with her employees in this particular way; this model is circular in nature. The sender and receiver can be encoder and decoder, the information received by both can be interpreted by the sender and receiver and is showed both parties as the same person. The advantage for using this model shows how communication position can change, get feedback and the process can be repeated. Sarah can give information to her employees and she can receive message back from them, both parties can give attention to any matters concerned and deal with any work related problems. The only problem with Schramms communication model it does not explain about what happens if a message is not received due to interference. 
Shannon and Weaver Communication Model

This model was designed by Claude Elwood Shannon and with Warren Weaver, this is used for communication, organizational analysis, psychology and many more. Their concept of communication was different compared to Schramm’s model, their model is arranged in step by step in straight line. 

(Case Study)

              MESSAGE               SIGNAL         RECEIVED SIGNAL    MESSAGE
SARAH.................Computer.................Email................Computer...............Employees
Sender                   Encoder                     Channel            Decoder                   Receiver
(Information           (Transmitter)                                        (Receiver)                (Destination)
  Source)
                                                    	
                                                                 

                                                                  NOISE     
                                                       (Disturbance)      


               
                                                  FEEDBACK

 Shannon and Weaver’s communication model can be useful for Sarah Davis business, she is the information sender and can transmit her message by computer, phone, meetings or face to face using different channels sent to the receiver’s. This communication model explains sender encode the information thru technological channel, the message is coded thru the machine. The receiver decodes the information by identifying and converting the message to their understanding. The noise is described for the disturbance that occurs when it does not let the message to get thru to the receiver, this could be the broadband network problem, people or the surrounding. When receiver gets the information they give their feedback back to the sender. Sarah Davis can use this model to communicate with her employees and encourage them to use this amongst the staff to get good communication within her business. She can monitor and identify if there is any disruption occurring and avoiding her messages in not getting thru, this will help Sarah in amending and improving the communication between her and her employees.
When employees have an effective consultation in the workplace it encourages the workers to talk to each other about their concerns, their views, seeking information and various matters. This gives the employees an opportunity to contribute toward decision making, sharing ideas and if they are being appreciated for their work. 

Employee’s voice is also important in the workplace, this gives employee’s the opportunity to communicate their views with their employer. If employee’s feel their opinion is noticed it will increase job satisfaction and this can influence effective productivity and accept changes. This help employees to trust their employer and feel safe to open up to share their views, feel confident in making decisions and have a good relationship with their co worker, managers and the employer.


4 : EFFECTIVE METHODS OF COMMUNICATION

There are different methods of communications; the most common method used is speaking then written and lastly reading.
Verbal - Oral communication is when one person speaks and the other listens, for the case study Sarah Davis and employees, this communication form is ideal in their workplace. Verbal communication can help the employees to understand the information and find it thorough; Sarah can arrange one to one meetings or group meetings with her employees so she can get feedback from them. This will give the employees to share their concerns or views regarding their work, answer any questions and both parties can see facial expressions and gestures. For verbal communication, Sarah needs to listen to her employees, avoid negative emotions, negative remarks and avoid inappropriate gestures. 

Non-Verbal – This can written using technology such as email or a letter, Sarah and employees need to make sure if these method is used the message should be simple and clear. Sarah and her manager’s could monitor feedback and replies from her employee’s so it indicates the message is understood.

Informal – This communication can be used Sarah and her employees, this form is more a relaxed method and share information in a casual way. This can reduce stress and keep the workers happy and the workers can find out what they think about each other without being afraid in offending anyone. Sarah Davis should encourage her employees to approach her or her manager’s in an informal method with any concerns and she should do the same.


Formal – This communication is passed through a specific channel in the work place, if Sarah use this method she should give a person or persons to be responsible in forwarding the message to the correct people. This can be a manager or a second in command in the work place, so the employees is aware that if she is not available then there is someone is available to take care of any matter. 

Internal – This communication is between co workers within the workplace or the organization, this can be in the same department, in the same level or different level of the business. Communication can start from the business owner to the manager’s then to employees and then it is transmitted down from level to level, this is classed as vertical communication. A horizontal communication happens when information is between people in the level of the organization. For Sarah Davis business the internal communication can be used to communicate with her employees directly, reduce the volume of message sent, update all her employee of changes and create opportunity to keep flow of discussion. 

External – This communication is used to transmit information between stakeholders, customers, suppliers and the society. For Sarah Davis business she can use channels like advertising, websites, Facebook, Twitter, any social media, email and including face to face. This will help Sara to engage with her external parties and monitor outcome that maybe good or bad for her business. This will give Sarah the opportunity to show her brand and keep updating everyone with the success of her business. 














5 : THE SIGNIFICANCE OF NON-VERBAL COMMUNICATION

Non verbal communication can be interpreted in different ways from person to person and culture to culture, it is necessary to observe and notice all expressions and gestures to interpret the information. This form of communication can have an advantage and disadvantage, it can create problem or destroy relationships. From the beginning of a job interview to working in an organization, non verbal communication is used, like eye contact in a job interview or at a presentation and sitting or standing confidently. Body language plays an important role in non verbal communication; employees who are dissatisfied with their work load can indicate how they are feeling. Sometimes being silent can be good in a workplace, this can show employees are concentrating on their work and hoping to reach their targets. Managers can also show satisfaction with their employees by giving positive vibe and smiling when face to face, this will make the employee feel appreciate and enjoy working. 



















6 : RECOMMENDATION

The business consultant for Sarah Davis advice the owner have regular meetings with her managers, engage with her employees and give opportunities to one to one contact with her when it is required. Sarah Davis should have a back up on monitoring message received; she can give responsibilities to her manager to keep checking on complex inquiries that needs attention when she is away from office. The manager should also keep someone as their back up when they are away from work. If one to one contact cannot be done then Sarah can look at the channel used for the communication, she can email to her managers to keep the flow of the information to reach to her employees. Sarah can arrange events like team building exercise, day trips with employee’s family, any form of event that will get the employees to engage with her and get to know better. 




















7 : CONCLUSION

This assignment has looked into different form of communication in the work place and which form is suitable for Sarah Davis’s business. It has explained about the communication models used and how it is used for the case study. In the workplace there are different people of different age, gender, background and from different culture; due to these character communication is interpreted in different manner. It also explains about verbal, non-verbal, internal, external and formal and informal communication and how it is affected in the workplace.
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