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In this assignment | would like to share my knowledge of what we have been studying
in the 1st term of Effective Team Working and Communication.
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1. 0 INTRODUCTION

In this module | learnt how to achieve a better communication with my colleagues and
team.

Communication is really important those days specially at work and university because
without it (communication) we would not learn or develop. It is really easy to
misunderstand what ‘effective communication’ means (as per the module’s title) as
everybody has different point of views.

For instance, there is 3 key points which | will be describing in this introduction.

Teamwork.

Any individual who needs to work with another and want to reach the same or similar
objective, with one simple task which is communicate effectively between them, can
be called teamwork.

A good teamwork is created when there is (as mentioned) good communication,
organisation and respect between the individuals.

Teamwork is really important because it can lead you (work or academic wise), to
good or bad results. If you do not have or end up in a team where all the individuals in
it have not respect, do not communicate, or do not follow a right or organised method,
it can lead to have a poor teamwork. But in another side, if you end up in a good
communicated, organised and proactive team which follows the right procedures, it

can lead to a good teamwork with good results.
(the balance careers,2019)

As per my situation, | have always had a good teamwork experience. At the moment,
| have got a team made of just 6 people, my manager, myself (as Assistant Manager),
and four more other. | used to work in a team made of 15, and fairly | can say it is not
the same working in a team of 15 than 5. It is totally different, firstly, because
communication ways when you are a bigger team are different than working in a team
of 6. When you work with a team of 6, it is easier as there is less people to
communicate ideas, changes or procedures, and there is a a bigger chance that a
smaller team can work better as per the need to work close by the rest of the team,
rather than a team of 15, made with so many different kind of individuals, and even
different cultures, needs or preferences.

Communication.

The exchange or share of data or information between 2 or more people interacting
and exchanging thoughts, opinions, ideas..(information). As long as there is one to
another, it does not matter.

There is a lot of different ways of communication, like writing, listening, reading or
speaking.

We can not say that one or another way of communication is more common than the
other as we are in constantly need of all of them. Nowadays, we are always constantly
communicating with others through text messages, telephone calls, emails, etc, that
we do not realise its importance (of communication) today's date. Without



communication there would not be such organisations, there would have never existed
countries, governments, institutions, not last, we would not be here.
Communication has developed since its beginning, to much better.. We went from

using fire and smoke signals to communicate with others, to a simple ‘call’ button.
(Mashable, 2014).

In my particular case, communication it is very important in my workplace mainly
because it is a customer service environment where us, as a team, we need to share
and exchange information in order to serve customers.

Department of Coffee and Social Affairs.

| work in a Speciality coffee shop called Department of Coffee and Social Affairs as
Assistant Manager since June 2019.

| discovered this company long time ago as | had a friend working there.

| used to be a customer, although not regular, but every time | was getting inside the
shops (as it is a small chain), | could feel how different and charming was the
atmosphere.

Once | started to work in there | have realised that their work ethic and its way of
communication was amazing.

They want to represent a speciality coffee shop where its employers are free. |
understand per the word ‘free’ as somehow a way where you could be just yourself
and they will not judge you. To clarify, in my company there is no uniform and you are
not required to wear any specific kind of clothes, so it is, somehow | can describe as
‘freedom’. Also, to mention, the company really pushes for creating amazing coffee
art, and no just that, amazing and tasteful coffee.

The way communication that it is implemented there, it is unbelievable. From
expressing yourself creating the best Swan, to actually deliver the best customer
service.

In the shop where | work, everyone is from different countries, from New Zealand to
Italy, Rumania, Spain and Australia. Incredibly, we do not have any issues
communicating with each other as most of us, are non-English speakers.

The way we work as a team is incredibly efficient and different than any other
companies which | worked for. In order to give yo an example, | want to share the way
of communications which we use in our workplace accordingly to provide our services.

There is an iPad to take customers orders. This iPad is connected to a small printer
machine which is next to the coffee machine area, which is situated in the other side
of the coffee shop.

Once the customer has ordered, this transaction is going to go through the printer
(mentioned before), a small paper is going to come out and baristas (which basically
they are at least 4/5 meters away from us), are going to prepare the order.

It is a more efficient way rather than screaming the coffees to each other as | saw in
other companies and | think it would be more disorganised. | think this is a good way
of reflecting ‘effective communication’ as this example exposed is making sure that
there is someone who is sending a message (sharing information), and someone who
is receiving the information with no issues.



2. TYPES OF COMMUNICATION

As | described before communication and its importance, it is important to understand
that there are different ways of communicating. We will be summarising them in two
major types: Verbal and Non-Verbal.

2.1 Verbal communication.

Verbal communication is the process of exchange data, information, ideas or thoughts
through an oral way. This action can be between two or more people, but it will always
be referenced by the things we talk to each other. There is a lot of types of verbal
communication like, conversations, presentations, discussions, etc.

There are some factors which can influence our verbal communication such as our
language, tone of voice and body language (non- verbal communication).

Example:

comment

Idon't

As we can see in the picture, there are two
individuals exchanging information. However, both
of them are using different languages which is

allez-vous?

understand.

making their communication less effective as they
cannot understand each other.

To give an example of how we use it at my workplace, | will say verbal communication
it is the most important action as we are facing customer service we need to interact
with customers in order to provide a service in exchange.

2.2 Non-verbal communication.

Non-verbal communication is the process or action of exchange information to express
us to others not using words or talking to one another, instead we use for example our
own body (body language), or even writing, to express what we want to share or show.
This action also can be between two or more people.

This way of communication is used more and more day by day, as it can go from texts
messages or any other technological item which we can use to communicate (mainly
phones, laptops, computers or tablets) to body language.

By body language, we mean expressions, reactions, manners or facial gestures which
you can see in others (including ourselves) while an action is happening (and by an
action, it also means verbal communication, such as talking).

Here is an example of body language reactions depending of their emotions:



Confusion

P N N

Anger Exciterment

(verywell, 2019)

In the picture attached we can see different people with different reactions and
emotions, and we can understand how and what they want to communicate to us by
their facial expressions; happiness, confusion, sadness, surprise, anger and
excitement.

To give an example of how we use non-verbal communication at my workplace, we
are using a ticket machine to send orders to baristas in the other side of the shop, as
it is a quicker and better way of communicating with others with no need to interact,
as it would be a disorganized if we needed to shout the coffees needed to them.

3. THEORIES OF COMMUNICATION

As | spoke before about verbal and non-verbal communication and what is it, now |
will focus in its process. There are 3 theories or models of communication which we
covered in class; The Shannon-Weaver model of communication, Berlo’s model of
communication and Schramm’s model of communication. All 3 of them explain
communications process in different ways, just the main idea (which is
communicating) is the same; delivering and receiving an information.

For this to happen there must be 2 different roles in communication; the one who is
delivering the information and the one (or ones) who receive it.

Here below | will start explaining those 3 models and their differences between each
of them.

3.1 Shannon-Weaver Model of Communication.

The Shannon-Weaver model of communication is, for instance, the most powerful
model as in fact has all the points and steps which communication should have.
However, Shannon-Weaver model of communication it is focused in a technological
way of communication, as it is made through phones, computers or any other
electronic device.

The Shannon-Weaver model was created around the 40’s, when, two engineers
wanted to give a logical explanation to communication process. Is this why, and with
no other model proposed before, the Shannon-Weaver is considered the ‘mother of
all models’.



The Shannon-Weaver model is divided in 7 components, those are; the receiver,
decoder, receptor, noise, feedback, sender and the encoder, which | will explain with
next picture attach as an example.
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The Shannon-Weaver model of communication

(Pinterest,2019)

The picture attached is an example of Shannon-Weaver model. First, there is a
message which the person who is encoding (the sender) needs to deliver. In this case,
this message will go through a technological device (for example, a telephone). This
telephone is considered ‘noise’.

The signal means the information which is being processed and the receiver needs to
understand/decode. Once the receiver has got the message, there is a way back

process of information called feedback.
(businesstopia,2018)

An example of Shannon-Weaver applied at my workplace, is when me (as Assistant
Manager) and my General Manager need to call to any supplier to understand if our
deliveries will arrive same day or not. Sometimes, connection fails plus the fact that
neither me nor him are native English speakers, it can cause difficulties when
communicating with those suppliers. However, we always end up understanding each
other.

Here is a scheme of how Shannon-Weaver model is represented:
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T
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(football marketing, 2019)



3.2 Berlo’s model of communication.

For Berlo’s model of communication, the author, David Berlo, developed his idea from
Shannon-Weaver one in the 60’s.

As a difference from Shannon-Weaver model, this model is not based in any particular
way of communication (as mentioned, Shannon one was made through technological
devices mainly). Berlo’'s model describes and demonstrates the process of
communication in a simpler way.

Channel

Source
3] Feedback [
; |

In this picture above we can identify the four key elements which this model is based
on.

The source, which in this case is the teacher, and it can be called ‘sender’. This sender
or source has got 4 key points: his attitude, communication skills, knowledge, social
system and culture. In this case, is the teacher.

Then we have the message. The message has 5 key point; elements, code, structure,
content, and treatment. In this case the teacher is explaining a lesson, for example.
The channel follows and is basically the way or perspective the students receive the
message and it can be in 5 different ways: touching, smelling, hearing, tasting and
seeing. In this case, the students are hearing and seeing the teacher giving the lesson.
The last element of Berlo’s model, is the receiver, the person who decodes the
message.

As last but not essential for Berlo’s model is the feedback, which will be the same

process from the students to the teacher.
(toolshero,2019)

As an example of the Berlo’s model at my workplace, | can describe the transaction
progress when the customer is ordering to the cashier. It is cashier's duty to
understand what the customer wants by paying attention and decoding the message,
in this case, coffee orders.



Here we can see a scheme of the Berlo’s Model scheme process represented:

Berlos’s SMCR Model of communication
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Source _> Message _> Channel _> Receiver
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(WordPress, 2015)

3.3 Schramm’s model of communication.

Schramm’s model of communication is based in a circle mainly made by a sender and
areceiver.

The most important key ideas of this model of communication are encoding and

decoding as both parties need to understand and be understood, as both persons
involved in the conversation act as sender and receiver.
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(dreamtime, 2019)

In the picture above, we can see two individuals having a conversation. This case can
be described as the Schramm’s model because the receiver and the sender have the
same qualities and accomplish the same goals which is to deliver and receive a
message from the decoder/encoder

-10 -



Schramm’s model has then, 3 key elements in its circular process; encoding,
interpreting and decoding.

For Schramm, culture and background from people encoding and decoding the

messages were important as it can give different meaning of what they understand.
(communication theory, 2019)

Here is attached the Schramm’s model communication scheme:

[ Corcosr\
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(Eommunicationtheory,2019)

4. CONCLUSION.

As a conclusion and opinion, | think the most important model of communication is the
Shannon-Weaver model, although the Schramm’s model is for me the most accurate
one. As communication is a process which we cannot do just to ourselves, the
Schramm model demonstrates that there is always constant interaction to sender from
receiver and receiver to sender, and it does work both ways around.

However, this assignment has helped me to understand small concepts even for
‘teamwork’ to understand communication processes and models and their differences.
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remedy the conflict. Answer the critical thlnld ‘ qunﬂons.
possible, say whose communication model is ulwlnt.

BARRY AND HIS STAFF

Barry is a 27-year old who is the manager ofa restaurant. is

managing all employees in the kitchen. Employees working there rar
years old. In addition, the employees o
English is not their primary Ianguaaes

Barry has a Health and Safety (Fooq) Ce
in the kitchen, but he admits it's n
basics (for example, appropriate

after working on his car.

When he arrived at work, he da
on the work tops. They appeared
of the kitchen staff and asked:
the fridge?”

5

The man replied: ‘I heard you scre
noise of the food mixer he was us
doesn’t know what to do. He felt
his employees to practise food safe

Questions:
155
2. Which communication
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