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                    EFFECTIVE TEAM WORKING AND COMMUNICATION 

Definition of communication:
      Communication is the process between two individuals or more, to express feelings and to exchange information, thoughts, and messages, through signals, speech, behaviour, or writing. Verbal or non-verbal, communication is used to improve attitude and efficiency to achieve productivity and long-term working relationships.
INTRODUCTION:
           This report has been split in three simple parts: A, B and C.
      First part of the report is aiming to exemplify the importance of communication in the workplace and how to manage situations related to business. The barriers that employers may encounter while trying to manage situations on a day to day basis. The importance of communication in general and at work which may be affected by environmental factors such as noise, devices, and lack of feedback.
The first part of the report talks about the models of communication and how they contribute towards a better understanding, demonstrating how are they relevant to improve or deteriorate the efficiency within a workplace. The case studies are related and demonstrate the relevance between skilled and unskilled communication. 
       Secondly, the report relates how communication models proved efficiency, why communication is so important and how can be used to benefit organizations. The examples in this report are aiming to improve your skills and help you overcome barriers such as cultural differences and poor communication.
 I will be sharing my own experience to warn all individuals intending to open their very first business and explain how my communication within business has failed. I failed because of my lack of knowledge, I failed because I underestimated the value of what I have had achieved, I failed because my communication issues with the team and mostly because I tried to combine my own personal things with business plans.
         In the third and last part of this report, I will resume to a conclusion that includes some personal advices, a short reference list, and an invitation to check-out my appendices related to communication, skills, plans and development ideas. 
Please note that this report is based on real events and each given explanation is my own learnings and understandings from professionals such as my lecturer, Mr. Timothy Hopkins and articles provided by the University of Wales Trinity Saint David on “Moodle”. I used other articles (please see referencing list) to sustain credibility with other sources.
In class work can be seen in the format of appendices at the end of this report.
Thank you for reading and I hope you will find this article useful, not only in business but also when trying to manage communication according to the situation, time, location, and interest.



A- MODELS OF COMMUNICATION USED TO IMROVE COMMUNICATION SKILLS AND EFFECTIVNESS 
· Shannon and Weaver model (1948)
· Schramm’s (1954)
· Berlo (1960)
Shannon and Weaver model of communication has been considered “the mother of all models” and later was sustained by Mr. Schramm Wilber and later by Mr. David Berlo. 
Shannon Weaver model became famous through the concepts initiated to promote efficient communication.  Sender, encoder, channel, decoder, receiver, and noise. Noise being the factor to affect communication at his highest level.
Another factor that may stop the communication from being finalized is the receiver’s response, the feedback which reduces the communication to one way only. In the study case of “Maria and Pedro”, lack of feedback sustained by the noise from Pedro’s workplace resulted in a miscommunication issue. Maria ended up waiting for her husband to bring home the chicken while Pedro was expecting to find his wife in the kitchen. (Please see appendix A)
The Schramm’s model relates to the case study of “Professor and the villagers” where the lack of knowledge and poor communication skills became a language barrier. The professor’s house was burning, and he was asking for help desperately but the villagers ignored him as they had no clue of what was happening. 
Two-way communication is a must, and according to Schramm’s model, the communication was not completed. The villagers never replied to the professor and only after he remained homeless went back to the village where he complained of not being helped. One of the villagers said that they would have helped if the professor would have been more specific about the incident. In this case, factors like background, culture, attitude, communication skills, and social differences must be taken into consideration and the sender must ensure that the receiver will be able to decode the message and therefore reply. (Please see appendix B)
Berlo created the method Sender-Message-Channel-Receiver (SMCR), where the channel has the most important role. The channel is the method used to reach the receiver either through a mobile phone, computer, or senses as touching, smelling, seeing, and hearing.
Active-listening or hearing as part of non-verbal communication is essential for the message to be understood and for the decoder which may or not be able to perceive the correct information from the encoder. 
“A day with the Chief” is an example where a very successful salesman was invited by the CEO of his workplace to attend an interview for the first time. The CEO was interested to find out how Mr. Mark accomplished all his duties and how did he manage to become a very reputable man in sales. Mark was overwhelmed by the massive building he entered and the meeting with his CEO made him very emotional uncontrollable and uncomfortable. During the interview with his CEO, Ms. Brown ensured him that he may relax as the conversation was only about the job he has performed so far and nothing else uncommon. Mark untied his tie, crossed his legs, and adopted a totally different attitude as his body-language was talking more than himself. He then decided to put the supervisor in a bad light by relating to Ms. Brown how has he missed opportunities in sales and how good Mark is in comparation. Mark also suggested a pay raise that he thought is well deserved, and the outcome became offensive for Ms. Brown which decided to terminate the interview. 
Here we have the sender, a man with knowledge, the message that was sent incorrectly sustained by poor communication skills and underestimated attitude, the channel which was clear and the receiver which identified the senders message and quoted as offensive and non-related to the purpose of the invitation.
We may consider that Ms. Brown had a very good active listening skill while Mark, even skilful too, posed as an ignorant and demanding person unintentionally. His emotional intelligence could not be controlled, and Mark failed to encode and transmit the correct information.
 (Please see appendix C)
B- EXAMPLES OF POOR COMMUNICATION FACTORS WITHIN A WORKPLACE 
Poor communication in the workplace includes lack of communication, incorrect messaging, incomplete directions and a host of other problems related to speaking, writing and listening. A review of common examples of poor workplace communications can help you take steps to strengthen your ability to stay on the same page with your managers, employees and suppliers to avoid problems and maximize productivity. (Ashe-Edmunds, 2018)
1. Preparation and purpose
In meetings related to business and management, the purpose of the meeting and the time spent to prepare the message is essential for the communication to become effective. A message wrongly transmitted or displayed may have a negative impact on all your employees and all the other co-workers including managers, supervisors, and partners. The purpose may be a temporary or a permanent change within the business, an issue that needs resolving, implementing new concepts to improve efficiency or a client willing to invest may fail due to lack of preparation and the purpose being non-concluding. Preparation may include, tone of voice, speech practice, introduction, subject overview and practice, consideration of invitees, and research to ensure knowledge, reputation, and a well-developed plan. 
2. Non-verbal communication
Behaviour, attitude, appearance, body-language, active listening, and knowledge are representing yourself and the message that you are trying to send. Either if you stand in front of an employer, in front of a committee, you send a letter, an email, or in front of a video conference, all these abilities matter to the receivers. Drinking water in the middle of a sentence you did not finish may be considered offensive mostly if you have not asked permission or apologise priorly.
If you dress-up casual rather than formal may undermine the public’s interest towards the message and the decoders may be paying less attention to what you are about to explain. Non-verbal communication is not about listening only but also about your introduction to the audience. Small details may count more than your entire speech and you are the only one to make sure this does not happen. 
3. Considering your audience/ inclusion and diversity
Formal or unformal meetings, with professionals or non-professionals, with skilled or un-skilled individuals, you must consider that people are different, they act and think different and we all learn from each other at some point. An audience with various ethnicities, different backgrounds and knowledge may have different opinions about the purpose of the meeting and your message needs to be specific and clear to cover all the misinterpretations. A good idea for you may be against someone’s beliefs. If the subject is related to uniform wearing you may have employees that are Muslim, and your uniform may not include head or face-covering which is against their religion. Muslim people also have exact times when they pray and worship, therefore the time of the meeting must be announced well in advance and confirmed with each participant.
4. Location of the meeting
As you have everything in advance, the location of the meeting may have the most impact on your communication skills, topic, and message. The location plays the role of the channel and may stop the decoder to understand what you are trying to say.
 If you hold a video conference, then you have to prioritise aspects like checking all the function abilities of your device, if the sound is all clear, must ensure that everyone can hear what you are transmitting and wait for the feedback. You may hold the conference in your own home, therefore you must ensure that you do not get any visits at the same time, your television is turned off and you are sitting in a safe position where your identity is fully protected and so your valuables. Sometimes, a “Rolex” watch forgotten on a table, a piece of gold left on a side, or anything else hanging behind you, may distract your audience and disturb concentration. 
If you decide to hold a meeting in a public space such as: a restaurant VIP room, a hotel reception or a building which is located 3rd floor and above, then is important ensure that the time is reasonable and less likely to be interrupted. You may plan a meeting in a restaurant well before the opening time or during its running course if there is a guarantee of off-noise interference. A window cleaner, a maintenance man or some worked may be scheduled at the same time or in some cases council may carry out roadworks which may impair everyone’s ability to hear. All these factors may lead to a cancelled meeting or enough misunderstanding to affect your business. You may have to act unprofessional and raise your voice or use your body-language for more than necessary which may look like you are demonstrating a disability rather than a director position.
 As in “Maria and Pedro” case, Pedro decided to answer his phone while at work, where the noise was loud enough to impair hearing. He did not consider going to a quitter place and assumed that Maria does not need anything from him on his way back home.
5. Other factors
· Mixing work with personal life may lead to gossip and unprofessional behaviour.
· Assumptions regarding the given tasks being accomplished successfully without using feedback.
· Failing factual communication or misinterpretation. Both may affect efficiency when facts, evidence or statements are not probatory, false or out-of-date.
· Negative attitude. The ability of refusing a task through behaviour. Failing to attend work on time, failing to inform others of an inspection, or failing to prioritise duties and responsibilities within workplace may become a subject to poor communication skills or termination of contract.
· Stress 
· Confusion 
· Control of emotional intelligence 
“Communication breakdown in a business can lead to frustration, loss of productivity and strained employee relations. Failing to address a problem in communication with employees can cause the situation to deteriorate even further. Some causes of a break in communication are easy to spot, like cultural and personality differences, but others may require a closer look at the overall work situation to identify.” (Assad, 2017)

C- MY OWN EXPERIENCE WITHIN WORKPLACE
In the summer of 2018, I have decided to open my own business, a business where family and friends are welcome in with discounts, where staff members can eat for free and take advantage on a 50% offer on any food when off duty. It was an Indian cuisine restaurant that was initiated with the help of my best Indian childhood friend. He was the best in cooking his own traditional food and accepted to work as chef in the kitchen. He created the Menu based on his knowledge and skills.
I worked as a waiter for 5 years and became very popular in my area. I was always praised for my attitude and good communication skills. I was taking orders at the table but also over the phone, I was recommending dishes to the costumers according to their taste and never failed to promote the flavours and the quality of the food. I was so confident that me and my friend would make the best team, while he was cooking delicious food, me serving and both sharing the income. 
We also agreed on sharing the cost of the groceries, the cost of the bills and any other expenses including income and profits to be split in half. The wages of the staff and worked hours were organised by me and before anything else this was our priority. A “Just Eat” machine was installed and so as our personal website where people could go and order home deliveries.
The restaurant’s doors were finally opened to our community and a big poster with a set price for 3 choices was displayed on the window. “Any starter, main, rice or nun bread for £10.50”. We thought that is may be a good start to promote our food and let people try for less until we have some regular costumers that enjoy coming over or ordering from us.
After a month and half, we were running well but my Indian friend was disappointed. Me and him were still working for free. We were paying all the bills from the business account, we had enough for fresh groceries and paid all our staff from the kitchen porter to the chef assistant on time. A little after two months, we managed to split some money between us but that did not make my friend any happier. He was saying that the restaurant supposed to be full every night and that his food is so good that everyone should try it even once. The food was nice, no doubt, but his attitude was reaching my heading. He was coming to the front of the restaurant, dressed as a chef, and often look up and down the road to check for any people or other restaurants to see how they are doing. 
For about a week or so, my friend caught a habit of wanting to leave and close the restaurant before its closing time. Our most profit was coming from online orders and I got very upset. On one occasion I have said to him that this is not the way to run a business and I am ready to walk out if he will keep moaning about everything that flies above us.
Christmas was approaching and there was nothing much going on. In my mind I was blaming the fact that costumers have spent their money on gifts and do not afford to go out as often. In the other hand my friend was always in a bad mood and decided to let me know that soon after Christmas he will bring his brother to cook and he will go in a holiday for 2 weeks. 
I cannot tell you how much I wanted to be with my family that Christmas. Everyone was gathering home and made plans about the boxing day. The traditional food on our family’s table was running though my senses and the desire was getting more intense soon as my friend would comment something about the income. I have said to him that soon after Christmas we will start spreading some leaflets and we should pick up slowly but surely. We were making about £500 a week profit at the time.
5 days before Christmas, my family convinced me that I should take 1 week off and distress myself. I have agreed with my partner that I will be taking one week off and so he will soon as I come back. Even I went home for a week, something was telling me that this was not going to end up well. I decided to finalise my week off because he was the next to follow and seemed fair.
In the very same day that I had to return at work, my friend phoned me to say that he has closed the restaurant 2 days ago and if I would like the key, I should step by to discuss funds. I was living a shock; I could not believe what has just happened. How could he terminate everyone’s contract in such a short notice and why did he make a such a big decision by himself. Why was he letting me know then and why did he not say anything before me going anywhere? The answers…I could not find until today’s day.
I went to his place for a meeting to discuss the latest and he claimed that I should pay for his losses and undertake the leasehold on my name after paying him in full through the accountant. His second option was selling the restaurant and get our money back because he is not willing to cook any single dish for our community as there is not enough income for him. At the time, I had no option than selling because I could not afford to buy his share and even if I would have agreed to pay by instalments, there was no other chef that I knew to employ straight away. A new menu was necessary, and I did not consider that turning into something else would have been a good idea after such a short time.
                                                                 CONCLUSION
-Two-way communication is a must whether one individual is more skilled than the other or not.
-Without feedback, the communication is not finalised and there is no result.
-Communication must be formal in business and never involve other factors that may affect the business and its management.
-Patience, compassion, empathy, trust, respect, and a positive attitude must be constant and without interruption.
-You must be prepared to work as a team but also have a back-up plan and be able to stand alone while everyone else decide to leave.
-Be prepared with leadership skills and keep focusing on the subject.
-Do not start a business with negative people or people that lack confidence and live in distress. 
-I will consider all the above findings when opening a business again, this time by myself, and making abstract of things that distract me including individuals that lack communication such as “Professor and the villagers” case.
(Appendix D)
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Appendix D
I would like to take this chance to thank and recognize MR. Timothy’s Hopkins contribution. Without my patient lecturer that has been able to demonstrate experience and professionalism in class, I would have not been able to accomplish so many new things. This report may not have been perfect, but I can only say that I have learned as much as I could from Mr. Hopkins and looking forward to seeing him again and listen to each advice with pleasure and curiosity. Thank you, MR. Hopkins.
This Photo by Unknown Author is licensed under CC BY
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