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INTRODUCTION

The following report will show an analysis of effective communication skills and will discuss how this affects the workplace. The definition of communication is; passing a message from one person to another, it is the exchange of thoughts, ideas or information that can be understood between two or more people (Maund et al. 2017). There are several types of communication such as, verbal, non-verbal, written, formal, in-formal and visual. Communication is crucial in management as this is where the foundation of implementing a strategy is and ultimately the key to demonstrating good leadership. Management must ensure that their message is delivered accurately and with clarity so that the receiver understands adequately. 

EFFECTIVE COMMUNICATION IN A BUISNESS ORGANISATION

Communication can be made effective in a business organisation by being clear, complete, concise, concrete, considerate, correct and courteous. (Chron, 2019). Maund et al, (2017) discuss how oral communication and interpersonal skills were imperative principles in evaluating candidates. Suitable people must be selected to run a successful dynamic, individuals who work successfully in teams and understand the requirements and backgrounds of others. 

An in-class exercise provided by Lloyd Beharry required us to compose a business email offering a candidate a job opportunity, here I show the level of written formality and the importance of effective communication. 

REFER TO APPENDIX 1: THE BUISNESS EMAIL 

To establish good relationships; people must take cultural differences into account. The project hierarchy is important to that employees are aware of what is expected of them, managers should lead by example, creating a positive atmosphere by demonstrating effective communication.

COMMUNICATION MODELS AND THEORIES

There are three communication models which help us to understand the process of communication and these are the following;









Shannon and Weaver 1948 (Businesstopia, 2018)
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This is the simplest model of communication and was created in 1948 by a mathematician named Claude Elwood Shannon and a scientist named Warren Weaver. This is known as the linear model of communication. The Concepts of this model consist of the following; 

The sender or encoder which, is the information source, is an individual or group of people who create a message, choose the medium or channel to send this message, such as a telegraph or telephone and they then send the message to the receiver or decoder.  

The Channel or medium is the path in which the message travels, this can vary from telephone, magazines, air, radio, films, etc. However, this can sometimes be disrupted by noise or anything that interferes with the transmission of the message (Garth, 2012.) An example of this would be if the channel which is chosen is air, and construction works are being carried out whilst the sender has sent their message, the message may be misconstrued, and the receiver perhaps would not receive the message as it was intended.  

When this model was first introduced there was a significant issue; there was no feedback. Weaver later introduced this fundamental element. Feedback is the decoder's response to the encoder's message so that they can show that they have understood the message correctly.

This model of communication was used to explain a case study provided by Lecturer Lloyd Beharry- Maria and Pedro. Maria told Pedro to bring home a chicken, but the noise source caused interruption and he misunderstood this for the kitchen, as there was no feedback, they could not clarify the original message.

REFER TO APPENDIX 2: MARIA AND PEDRO

Wilber Schramm’s Model of communication 1954 (Georges, 2015).
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This is a two-way circular model of communication between the encoder and decoder. This theory is based on interpretation. The initiation of sending a message is a crucial component of this model as the information sent must be conscientiously put into words and transmitted to the receiver to decode. So, if the receiver is unable to decode this message, the information is of no use. According to Schramm’s model, decoding is just as important as encoding the message to enable the process of effective communication. The communication is incomplete unless the receiver offers their feedback to the sender, (Juneja, 2015).

Schramm explains that an individual’s culture or background can affect how the message is interpreted, and this acts as the noise. A single word could have more meanings than one, thus a person’s cultural or background difference can have an impact on the way they understand a message leading to misunderstandings. This model can be used to avoid such misunderstandings as the receiver must give feedback that they have understood the original message.

















Berlo’s model of communication 1960 
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This model of communication is also known as the SMCR model as it is made up of four components which are: source, message, channel, and receiver, however, these four components are affected by many elements, (Berlo, 1960).

[bookmark: _GoBack]Berlo (1960) explains that if the sender has good communication skills, there is a higher probability that the message will be understood as opposed to the sender not having good communication skills. Respectively, the receiver will also need to have good communication skills to understand the message. An individual’s attitude, knowledge, social system, and culture will all have an impact on how the message is delivered and received, for example, something might be considered very offensive in one person’s culture, but it may be very well accepted in another. These factors can cause interference or noise in the communication process. The source must ensure that the message contains the correct content. Berlo also discusses the five senses and how these play a part in conveying a message; it is not just about verbal language.

An in-class exercise provided by Lecturer Lloyd Beharry required us to analyse the communication between ‘The professor and the village people’. In this exercise, I used both Berlo and Schramm’s models to explain how the professor had a different background to that of the village people and he chose words which they could not understand. The social system, knowledge, and communication all had a part to play in this as he should have used plain words to articulate his needs to his audience. 

REFER TO APPENDIX 3: THE PROFESSOR AND THE VILLAGE PEOPLE

ANALYSING COMMUNICATION AT NAZIA NOMAN’S PLACE OF WORK

Nazia Noman is employed by the City of London Corporation as their Home Ownership Manager. Her responsibilities include managing and resolving issues for leaseholders and homeowners, ensuring that her customers are satisfied with the property management services. Nazia’s role is to act as the first point of contact for homeowners and clients regarding all queries and she must provide this service to an excellent standard, to do this she liaises and coordinates with internal and external departments to ensure that customer queries are dealt with efficiently and promptly. To maintain safe and sustainable communities she must interact with all parties effectively. 

Nazia uses many methods of communication to interact with clients and colleagues. She largely uses written communication such as emails, letters, and memos. There are many advantages of using emails and memos as they are fast, cheap and usually concise with the added gain of security, but likewise, there are some disadvantages. Nazia has had some issues where colleagues from other departments have used jargon which is unfamiliar to her. An example of this is when the City of London Corporation carries out large projects, Nazia’s leasehold department would refer to these as ‘Major works’ but when the financial department sends her correspondence regarding this, they use the term ‘Capital Works’. The two terminologies essentially mean the same thing, but the departments use different language because their knowledge about the same idea is different, and so to clarify this Nazia has to give feedback and confirm the meaning of the original message. 

An important portion of her job role also heavily relies on verbal and visual communication as she uses the telephone or holds meetings and conferences via video calls and face to face. Many problems can arise such as issues with the service provider, downtime, distorted signals, therefore it is essential to reiterate until the message is clear. Nazia frequently holds open meetings for leaseholders and clients to allow them to communicate and have face to face interaction with the person or people who understand their leasehold inquiries. As Nazia is an influential figure in her place of work she must maintain a professional demeanor throughout, however, she understands and empathises with her clients' concerns and therefore adapts her nature slightly to accommodate them. She modifies her body language accordingly, changing posture and upholding focus and interest to ensure her clients feel at ease to ask her necessary questions. It is imperative that she is approachable as well as respectable for her to deliver sincere and exceptional service. 

Leaseholders are required to understand and sign the terms of their contract as these contracts are vastly written in old English Legal terms which are difficult to understand. Often Nazia has to arrange for a translator to break down the clauses and interpret these terms so that leaseholders can comprehend the legal implications. If clauses in a contract are unclear or misunderstood the consequences could be so severe that the leaseholder ends up with a termination of their contract due to breach and losing their property. To avoid situations as such and to further help her clients, she has transliterated the documents in plain English so that they can understand what their legal rights and responsibilities are.

Nazia often has to delegate tasks to get jobs done quickly and efficiently. However, she has found that when she has had to rely on other departments to get a message across, it has somehow gotten lost in translation because the original message was miscommunicated, and the medium did not relay the message appropriately. She then has to find where the message was miscommunicated and why, this can sometimes be time-consuming and counteractive, so to avoid this she has no put checklists in place. If a task is delegated to a colleague, they must confirm that they have understood what is expected and performed accordingly. Nazia frequently asks for feedback from her colleagues so she can improve the communication between them. 

METHODS OF COMMUNICATION

Communication is fundamental in everyone’s life; it is the tool we use to express and exchange our thoughts and feelings and to pass a message to another. There are several methods of communication and these are as follows;

Verbal or oral communication is using words to convey a message. This is a crucial element of communication and a key strength in an individual. Verbal communication also involves listening. 

Non-Verbal Communication is the use of body language, posture, facial expressions, eye contact, space, touch and gestures to express feelings. 

Written communication is when you use writing, or symbols to share information.
An in-class exercise provided by lecturer Lloyd Beharry required us to respond to an email explaining the definition of communication. Here I demonstrated that a business email should be clear, formal and concise. 

REFER TO APPENDIX 4: WRITING A BUSINESS EMAIL.

Visual communication is when you use sight to understand a message, such as looking at a black/whiteboard, videos, memos, letters, presentations, gestures, and body language.

Formal communication is the use of formal language which is less personal and commonly used for professional or academic purposes.

Informal communication is casual language often used when communicating with friends and family. 

COMMUNICATION BETWEEN MANAGEMENT AND EMPLOYEES

Good communication between management and employees is essential to operate a smooth business or enterprise. Management must communicate effectively with their employees to achieve a productive and efficient outcome. Good communication between management and employees also leads to a satisfying work environment where all parties are content to corporate with one another and solve problems together. Managers should use a sincere tone of voice and must ensure they listen and are attentive to the needs of their employees; allowing them to voice their concerns and ultimately encourages them to perform well if they feel they are appreciated. However, in circumstances where they need to demonstrate authority, they should adopt a firm and interpersonal tone without ambiguity. (Chron, 2019). Managers should be formal in their communication to maintain respect and organisation in the working environment, it also reflects fairness and helps establish a business culture. 

An in-class exercise provided by Lloyd Beharry required us to analyse and evaluate the Chief and Mark’s communication skills during a meeting, and how it could have been improved.

REFER TO APPENDIX 5: A DAY WITH THE CHIEF


CONCLUSION

Effective communication enables people to transmit a message between them, it is vital this skill is developed for professional and personal determinations to avoid miscommunication and misunderstandings. This report analyses communication in a business organisation discussing communication theories and how miscommunication can be avoided by using these. Nazia Noman’s experiences demonstrate that effective communication skills in a business environment are critical, and following the process of communication leads to a productive outcome. Communication should be tailored according to the audience and is essential to build meaningful relationships.
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In-class exercise 1

Ex.2. Read the following brief and write a business email according to the instructions.
You are Director of Communications at your company and you would like an employee, Jack Daniels, to join

your Communications Training team.

- Tell JD why you are writing

- Say what you have observed and like about his communication skills

- Tell him why you think he would be an asset to the team
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In-class exercise 1

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 you Task 1 (part of the Assignment for this module).

Student Name: ngD\@ CHOUDHALY studentD: _10l0UZ0\

Ex.1. Read the following passage and answer the questions.

The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He
never went into the village, bur shopped in the town near the University because he had nothing in common
with the village people, who were largely uneducated and did manual jobs. One night, the professor fell
asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
‘The edifice is being consumed by a great conflagration!’
‘The edifice is being consumed by a great conflagration!’

The village people looked at him and continued doing what they were doing.
‘Don’t you understand?’ He said. “‘The edifice is being consumed by a great conflagration!”
They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat down on
the ground and wept. The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My
home has been destroyed by the fire. | came and begged you last night.” He wept.

‘But Professor, why didn’t you say that your house was on fire? We would have helped.’

Q1: Why didn’t the village people help the Professor?

Q2: What should he have done to get them to help him?

Q3: Whose model of communication do you think can explain this situation?
Q4: Why?
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VRITING A BUSINESS E-MAIL

You are Professor of English at a University and you receive this email from a student.
To:

Cc:

SUBJECT:

e P e s T
Dear Professor,

I am confused about Communication.

Could you please tell me 1) what it is 2) What the different types of communication are and 3) Give
me examples of each.

Thank you very much,

Student Lloyd
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1. Given the professional context, what would you have done the same
were in Mark’s position?

2. Do you think Mark accurately evaluated the context? Why or why not?

3. What communication factors led to the change in the chief executive officer’s disposition?
4. How could Mark improve his communication skills?
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Ex.1. Read the following passage and answer the questions on the next page.

Case Study: A Day With The Chief

Mark is a top-performing salesperson at a pharmaceutical supply company. As a reward for his
performance, he is treated to a trip to the corporate office in California to meet the chief executive

officer, Ms. Mills. Ms. Mills is known around the office as the “Wicked Witch of the West” because

of her short and sometimes abrasive demeanour.

Mark’s co-workers share “horror stories” of their encounters with her, stating that she rarely makes
eye contact, never smiles, and dislikes being approached unless she initiates the conversation.
Although he is excited to travel, he is also nervous about what he and Ms. Mills might talk about.
He prepares by thinking about how he can share his sales strategies and techniques. On the day of
the meeting, he waits patiently for Ms. Mills’ assistant to call him into her office. When he is escorted
in to meet her, he is shocked to see a petite woman behind the large desk smiling back at him with

kind eyes. He approaches, shakes her hand, and waits for her permission to sit.

Ms. Mills is nothing like the horrible person they made her out to be. Ms. Mills asks Mark several
thoughtful questions about why he is successful, ways the staff can be supported, and how the
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 supervisor has dropped the ball on more than one
occasion and that the team would be better if more money were allocated to incentives an‘

bonuses. Mark immediately sees Ms. Mills” eyes begin to squint and her brow furrow. S

up abruptly and says in a gruff voice that their time is up and that her assistant will _sh.
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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! | thought you said when | come home [ will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?
Q: How could this have been prevented?

Q: Whose Model of Communication explains how it could have been avoided?
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