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INTRODUCTION
In this report I discuss the definition of communication and different types of communication. It will also look at why is it important in management and how communication can be made effective in a business organisation.
Furthermore, it will look at relevant theories of communication (e.g. Shannon and Weaver, Schramm and Berlo). I will also review the importance of effective communication in my previous workplace and role of culture in communication and my findings from published literature of some theories guidelines to improve communication within a workplace. Additionally, I will review how communication works between Management and Employees and the effective communication strategies.

WHAT IS COMMUNICATION?
Communication is the act of transferring messages, ideas and information from one person to another or a group of people. It is also an act or process of using words, sounds, signs or behaviours to express your ideas, thoughts or feelings to someone else.
Communication can be done in various form it does not have to be through writing and speaking only. It can be visual, such as using images and video to express yourself. It can also be non-verbal through gestures, body languages or facial expressions in transferring information.
Communication can also be done by transmitting messages via electronic such as; emails, televisions, satellite, or telephones. Communication is a very important aspect of life, and it is essential for day to day activities likes, making contact with others, socialising, making business deals, learning and training activities. The importance of communication in a workplace cannot be over emphasised.

DIFFERENT TYPES OF COMMUNICATION 
Verbal communication, non- verbal communication, alternative communication, sign language, eye gaze, gestures [thumbs up, facial expression], storytelling, e-mail, appropriate touch, text messages, body language, paralinguistic [voice reflection], and tone.
Communication is a vital part of personal life and is also important in business, education, and many other situations where people encounter each other. (Encarta 1998).
Communication also helps to boost employee relations, job satisfaction, and commitment to the growth of the company or organisation. For example, a senior staff would be in the highest part of the pyramid while junior staff are usually in the lower ranks of the pyramid. This can be compare to the team of a BMW dealership in London that we discussed in a class exercise whereby the management of the BMW were seen as the higher ranks officers while other workers were rated in the lower pyramid.
Nowadays, most workplace staff work together as a team to contribute to the growth of the organisation. This can also be called collaboration or effective communication. Communication can be between workers and the management board or stakeholders, or between workers and customers. In most working environment, people work together and, also play together. They rely on one another for security, comfort, friendship and love to achieve the company’s set goals and objectives. None of these objectives can be achieved without effective communication. Any improvement in communication within the workplace tends to result in growth of the organisation. The workers would be able to work together in unity, support each other, set goals and targets with ease.
The better we are at communicating, the more effective we are at achieving our hopes and dreams (Alessandra, Hunsaker,1993). When there is a communication gap at any point in the organisation, it will make things harder for employees to deliver as required. This emphasises the need for the management team to review their communication strategy and ensure better communication process with workers is in place to aid improve productivity .Supervisors who attain such relationship with employees are said to practise ”positive human relations”, it’s done through communication (Brennan,1974). Most workplace get feedback from customers through their representatives to enable them to know what areas they need to improve on. Also, the future of the company depends on the quality of the relationship between the workers and their customers.

RELEVANT THEORIES OF COMMUNICATION – There are three theories which are relevant. These are: Shannon & Weaver, Schramm and Berlo.

Shannon & Weaver model is an aspect of communication that involves the sender encoding the message and sending it through technological channel like telephone and telegraph. In this process the sender converts the message into codes understandable to the machine and the machine relate the message to the receiver. This theory was created in 1948 by Claude Elwood Shannon and Warren Weaver when they wrote an article. “A mathematical Theory of Communication”. Weaver was a scientist while Shannon was an American mathematician. It is known as “mother of all models” (online resource) updated 6th January 2018. Visited 25/12/2019. 

[image: ]
https://www.communicationtheory.org/wp-content/uploads/2011/06/shannon_weaver_model.jpg

SCHRAMM MODEL OF COMMUNICATION is a circular, rather than linear, a process that involves a sender, who encodes a message, and a receiver, who decodes it. The sender and the receiver both have roles in the model.
(online resource) updated 10th July 2018. Visited 25/12/2019
OMMUNICATION
in COMMUNICATION MODELS, INTERPERSONAL COMMUNICATION 
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https://www.communicationtheory.org/wp-content/uploads/2010/01/Osgood-Schramm-model-of-communication1.jpg

BERLO MODEL OF COMMUNICATION – This is the simplest form of communication. In this method, the model consists of four component that are each influenced by different factors. To ensure the message is conveyed as effectively as possible, the sender and the receiver must share some common ground.
(online resource) No updated date. Visited on 25/12/2019.
[image: ]

https://www.communicationtheory.org/berlos-smcr-model-of-communication/

THE IMPORTANCE OF EFFECTIVE COMMUNICATION – Using experience from my previous workplace for example, we had a strategic communication plan that guided our day to day activities. At the beginning of each day’s activities, we would have a meeting where all workers are expected to review their activities and challenges from the day before and possible suggestions on how to improve things. The members of the management board would review all reports from workers and passed on a new information strategy to aid motivation to carry on with the activities of the day. Afterwards each unit head would have a meeting with members of their respective units to set out a strategy through which they can achieve their given target. During this session, no one is left out, everyone is encouraged to make active contributions. 
We attend to customers through mails and telephone calls. Customers who would like to visit our workplace to make enquiries are well attended to through our customer service representatives. 
Some of the communications Strategies we adopt at my place of work are as follows:
Regular discussion sessions; – (Schramm) daily meeting are held to ensure proper running of the system. This session make communication within our workplace more efficient, as workers (Schramm) are free to communicate their challenges and as well get appraisal from their superiors or unit leader (Schramm).
Direct communication; - This exists between workers and the superiors (Schramm) between the employees and the customers. This provides an avenue for each party to have one to one discussion with each other. It create room for active communication and listening for the customers to have satisfaction.
Effective mails; - The use of e-mails as a means of communication has gained more ground over the years. Many times, employers prefer to communicate an urgent message to their employees via e-mails, as this is faster. (Shannon Weaver).
Training; The management tend to organise training sessions for employees or send them to do some training outside the workplace if required as this would help them to develop more on their skills and as well improved on their weakness or if there is barrier in the way they communicate that can cause set back to the organisation. I can cite an example of what happened to Mary in our class exercise, the Director of Communication sent her to go for a training due to her weakness in non-verbal communication skills that sometimes sent wrong messages, as a supervisor, the course would help to improve her skills and her relationship with her colleagues.
Presentation; members of each unit are required to make regular presentation on whatever activities they carried out with a duration of time and how it has contributed to the growth of the organisation. Each unit would have to state their goals, strategies, challenges, and whatever they have achieved.
Non-verbal communication; It is used often when workers are in the middle of serious work, when there is pressure. This involves the use of polite gestures, facial expression, body language, appropriate touch. The sender would pass the information in a way that would be easier for the recipient to decode.
Feedback; feedback is often used to assess the receipt of a message. Everyone within our workplace is encouraged to give feedback as this is used to confirm if workers understood the information that has been passed to everyone. It is used to know if the receiver of a message was able to decode the message effectively or not.

THEORISTS WITH PUBLISHED WORKS OF LITERATURE AND GUIDELINES:
The definition of a healthy communication climate describes the extent to which workers are motivated to meet organisational goals while been engaged with the philosophy and mission of the organisation (Clampitt & Downs, 1993). A deprived organisational communication climate can lead employees to silence and withdrawal. Employees can become unhappy, stressed and disaffected (Tamuz2001). The challenges affecting communication within the workplace requires improvement from time to time. Effective communication requires efforts and skills from the sender and receiver of the information. A lot of communication theorists have drafted guidelines towards improving effective communication within the workplace. Some of these theorists with published works of literature are; Cheney, 2011; Keyton, 2011; Tourish, 2011, Lunenburg, 2010.
 The guidelines through which communication can be improved include;
Proper planning; before any communication take place the sender of the message needs to put in place proper planning and techniques to ensure that the message is well received and decoded by the right recipient of the message.  
Overall Consideration; before trying to encode and send a message, the sender has to put so many things into consideration, this things include, the type of recipient of the message, the atmosphere where the message is to be transferred, the function the message meant to perform, the total physical and human setting, the overall impact of the communication, sensitivity of the communication, circumstances under which the message is to be passed. 
Functional feedback system; The sender of a message must ensure effective follow up on the information passed. This would help to reduce waste communication efforts and it would also help the sender to determine if he/she has successfully passed across the intended message. Also, to determine if the intended aim has been achieved.
Effective Listening Skills; communication is not completed if the receiver of a message does not understand the message sent. No information can be understood if it is not well received. The ability to decode messages properly would also contribute to the effectiveness of the communication that has taken place.

CONCLUSION:
Effective Communication within the workplace is proportional to creating and maintaining a reasonable working atmosphere in organisations. To improve effective communication within the workplace both the sender and receiver of the message have important roles to play. The sender needs to be considerate, organised and should also provide a functional feedback system, while the receiver should provide listening ears and should be supportive to the sender. By putting these things in place, one would create a wonderful work atmosphere where plans, issues. opinions, ideas, and challenges relating to work are handled in a professional and effective manner through reliable and positive communication.
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Week 8


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.


l?o 1qo t


The situotion:


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


A rationale for the sequence.


ldentification of presenters.


Some indication of style, language, sentence length and construction.


The tone of each event.


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


personnel, and considerable finance to do a professionaljob. 
. .,O - g;r@nff6.y.


Yourtask: D l- q {-- )
/


3hourafternoonpresentation(includingbreaks.nof.*o,tingtime1'>


Atimed schedule of the events with a brief descriOti{n. >'7 o -} '',O D - C}OS-bT
communication objectives of each event. \ t/of.o "rl '1rt-o**-- <
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Week 8


ln Class exercise


Firstly, update on any moodle content not adequately covered or understood.


Chapter 4 of the text The KEYS process (Quintanilla 2017 in Maund et al 2017 p83)


A Dav with the Chief


Mark and Ms. Mills


Evaluate the professional context p.71


Work through the four questions in small groups


1. What would you have done?


2. Why or why not?


3. What factors of communication led to change


4. How could the KEYS process help?
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ETW Term 1 (june 2018) - ln Class exercise for Week 6


Review any lecture content not covered. See Weeks 1-5 on moodle.


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


Reference: EssentialTexts 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 callto management.


The work force knows something is wrong and people have started informallyto 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:


l.ldentify stakeholders (individuals and groups)


2. Create a communications strategy.
3. ldentify 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 briefingforeach of these stakeholders groups, organised as if theywere 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


$w'*-r* Grt'r*U"!;g t
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Effective Team Working and Communication - Term
BMSW4002


ln-class exercise 2


student Name: O rl.:.'Lc-'Le* A!-L. '0.'tff, 
'slttd"nt rolGroup: I 1 C J 3l t


Time allocated: t hour. Pleose return your paper to the lecturer upon completion. lt will be returned
to you at the next session. You will need to include o scanned copy of this exercise in the form of on
appendix together with your Task 1 (port 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, "lt'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. l'm so excited about
seeing her tomorrow!'. The child broke down and cried.


r,.!:i,i.ia,t! ,;t Jrl: tl


Trinity Saint David


LONSON


t-


(r)


Why weren't Mary's calming words having any effect on her daughter?


What could she have done to make the situation better?


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, 'l'm so tired, can't it wait?'. The next morning while they were in the kitchen making
breakfast, Steve said, 'Did I tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.


Why was Sally upset?


What could Steve have done to help the tension that had developed?


T


,",", ,r/,r1_!,7,,,,Lecturer's signature:
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Communications Strategy......Your group's ideas.......... Other groups' ideas 
L L lL__


Communications strategy l'r-f,o' r'4 h"--- n h ., '-'(' 1[c-r:-1 ! \c a<; -" '-4 
t L
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CommunicationsObjectives / K=,i-\..i€,..I1ita-l*-r d**f ',q,^ . '*-'
f t-, . i - , r.


Briefing


Who


When


Where


whv


How


Refer


Maund et al. 20L7 Chapter 3 Chapter 4 and Chapter 5


Maund 2017 Chapter 4 Table 2.1 "Non-Verbal Communication Codes: Consider the
ProfessionaI Context"


Morgan 2017 Cultural Difference p.285
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ln-class exercise 2


Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mdil from one of your students:
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Le'cturer's comments:


\


cn4< )


Dear Sir,


I am writing to you becouse I om confused about Communicotion.
Could you pleose exploin:
1-.What Com municotion is:


2. The Shannon-Weover model.


i. What is meant by non-verbol communicotion ond why it is important.
Many thonks,


Mars.


Reply to the student and answer her questions. Use a diagram in your answer, if necessary.


i'ce"t


{ Sh-Pxst*Srn


Lecturer's signature:


,l---4


2lPage






image17.emf
Barry & his staff  p1.pdf


Barry & his staff p1.pdf


$ r,.vtcdl!-L..- +Yq; "Lr, ?.-fu;-t. tloJ 3, t I:* j* i tr i-'rlr; I j


NI i;,;,,,;"-" Effective Team Working and Communication - terrh t


S'o*D'r' ,"-:,HYi:.?:,


Lecturer's comments:


ts 4 't'horo^*'|, , ^nul) 
,Y{.-o r<r,l" l-


I


3lPage






image18.emf
Barry & his staff -  email p2.pdf


Barry & his staff - email p2.pdf


sxrYtislTY cf wata*


Iri*lty $aint Savid
rONDO\


Exercise2: COMMUNICATION: A CASE STUDY


As you read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the critical thinking questions at the end of the case and, wherever
possible, say whose communication modet is relevant.


BARRY AND HIS STAFF


Barry is a 27-veat old who is the manager of a restaurant. He is responsible for supervising and


managing all employees in the kitchen. Employees working there range from 16 years old to 55


years old. ln addition, the employees come from varied cultural and ethnic backgrounds. For many,


English is not their primary language.


Barry has a Health and Safety (Food) Certificate and tries his best to keep up with food safety issues


in the kitchen, but he admits it's not easy. Employees receive "on the job training" about food safety


basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and


sanitizing). But with high turnover of employees, training is often hurried, and some new employees


are put right into the job without training if it is a busy day.


One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around


and realized that he didn't have a clean uniform. However, he managed to find one that was not
very dirty. As he dressed, he realized that he needed a haircut and a good hand scrubbing, especially


after working on his car.


When he arrived at work, he dashed into the kitchen and noticed several trays of uncooked meat


on the work tops. They appeared to have been sitting at room temperature overnight. He called one


of the kitchen staff and asked:'Why did you leave the chicken out when ltold you to put them in
the fridge?'


The man replied: 'l heard you screaming but I thought you were trying to talk to the chef above the


noise of the food mixer he was using. I didn't know you were talking to me'. Barry isfrustrated and


doesn't know what to do. He felt like he was beating his head against a brick'wall in trying to get


his employees to practise food safety.


He has made many efforts to get them to learn how to handle food safely. He has put large signs


aII over the Kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.


Questions:


1. What are the communication chaltenges and obstacles that Barry faces?


2. Which communication models can you use to explain Barrt's problems?


3. What solutions might Barry consider in addressing each of these challenges or obstacles?


Effective Team Working and Communication - Term 1
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Effective Team Working and Communication - Term 1
BMSW4002


!n-class exercise 1


t/w) d.Lls-- #J,.DV ?.Jrfcftuden.D: 11 c-l 7l i


I


Student Name:
Time allocated: t hour. Pleose return your poper to the lecturei upon completion. lt will be returned
to you at the next session. You will need to include o sconned copy of this exercise in the form of on


a'ppendix together with your Tosk 1- (port 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.


iiolou*,.kld.d e lo-vortr'P-g' (9 M


-


i'i*{
,.'--9;---


*--+
iL+e&*',aJs-L-u,\


C^eY.{-f W-


itq


llPage
Lecturer's signature:






image20.emf
A day with the chief  p1 - 5.12.19.pdf


A day with the chief p1 - 5.12.19.pdf


&tr,;2t"' ?6JtioK Ver-baL and Ncn-VerbaL Communicaiion 71 r3


{1I
{l


,tr


,!


,{
,{


r{


::I


<\r"\t


dilemmas in


nmunicate


rerbal skills in


pening?
:priate,


ix in


ion would
r to Sheila


:r held view"point
lrverbal eiements
rzed elfect (Jones
--i r suggested that
i :lat "nonverbal
r:ation" (p. 77).
r:rbal iorms tor
,ints for 65o,/n to
:rrabian,1981).
: hal one impor-
io:,verbal behav-


-.,r.;. h rndr.:rcd u,hcrut'e. Drrplaving rpproprl.lte (rlotion r\ rlIJl ro ft-ufe's'una .r'rl-
l^'.1. ,ln..houlJ ,huu pe.sion an..i Jrr'.. 5Lrr al:u Jemon.trare re.ilience rnd be ahlr to trr-


l:-:; ;t- clav'to-dav Jisappotntments in the rvorkplace' Could i'ou imagine a classroom


]"r1.""..", n'h.r. rrrdeoir displaved extreme emotion eech time thev received a graCe
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"'?1,. ,..ona function of nonrerhal .ummuniaJtron rs Io -on\(\ ;nrerptr.ona. allrrudcs.


g.ine,tiri"a in obser.r,ing and rnterpreting the nonverbal behavior of orhers rvrl1 give rou


;; ;;*; "r... 
other prolesiionais. For example, a roung w-oman competing for a promotior


*i[I"",6* emplor-ee norced that her corvorker *'ould alt'a-vs approach rheir: boss *'ith


".r., 
,ir" thingi, ih. morning. The coworker would then complain that he had to.epcat


t i*r.tt 
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,nui their supen,isoi seemed to torget what he had been told. The .toung * oman


"'f."*.a 
rhar heruop.rri.o, alwa-vs seemed rushed and distracted until he had his coiiee


.na t ra.ir..t.a anjresponded to pressing e-mails. She made sure alwa's to approach him


",L", 
f.," s.e-ed mor.."Lxed and focused. When he ollered her the promotion. her supervi-


sor said he appreciated her timing and how she alu'avs kept him rn rhe loop'


Thc third iunction is ro presenr one's personalifi', such as character, disposition, or


rempersment. Think abor-rt the different u.ork environmenls \-ou irequent during vour


*".i-rir" bank, the school librarr.. resraurxnts, etc. What are the character traits oi


emplovees "t 
er.h of these establishments] Do l'ou exp€ct that the iibrarian will be as


origoing 3s a qerver in a cror.vded barl \[ake a list oi the top fi'e jobs vou have consid-


.r"J. 
"rd 


rvrite dow-n some ot the personalitv traits that mlght be expected. Horv might


,vour verbal and nonverbai communication varl'bet'"r'een the positions?


Final1r,, the fourth purpose of nonverbai communicarion is to accompanl r'erba1 commu-


nication. Ekman {196-;) speciiied the important x'avs that verbal and non''-erbal behaviors


interreiate during human communication. Nonverbal communication can srmpk repeat
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As you evaluate the passage belovt, consiCer vthether this


behavior is apprapriate for this professional cantext


Mark is a top performing saiesperson at a pharmaceutical


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


rreated to a trip to the corporate office in Callfornia to meet


the chief executive officer, Ms. Milis. Ms Milis is known


around the office as the "Wicked Witch of the West"


because of her shoi-t and sometimes abrastyedemeanor.


Mark's coworkers share "horror stories" of their encounters


with her, stating that she rarely makes eye contact, never


smiles, and dislikes being approached uniess she initiates


the conversation. Although he is excited to travel, he is


also neruous 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 patlently for lv1s. Mills's assistant to call him into her


office. When he is escor-ted ln to meet her, he rs shocked


to see a petite woman behrnd the iarge desk smillng back


at him with krnd eyes. He approaches, shakes her hanc


anci waits for her permission to sit Ms. Miiis s no:hlng


like the horible person :hey macie rer oui ic be Ms. l'lilis


asks Mark severai thoughtiui questlons about wry he rs


A , n4 orl I V{a/t "l ^^^^l


successfui, 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 fomard 1o listen intently


to what he is saying. Mark loosens his tie. crosses his legs'


and begins sharing stories of how he feels his immediate


suPeryrso'ras oroopeo lhe barl oa more tnan one occasror


and that the team would be better ii more money were


allocaled to incentives and b,onuses. Mark lmmediately


sees Ms. Mills s eyes begin to squint and her brow fulrow


She siands up abruptly and says in a gruff voice that lheir


time is up and thai her assistant wili show him out


lIUESTIl]IIS TB CttI{SIBER


1. Given the professional context, whai woulci you have


done the same andlor differenily if you were ]n Mark s


position?


2. Do you think Mark accurately evaluated the context?


Why or why not?


3. What commLnication factors led to the change in ihe


ohief executive officels dlsoosltion?
4. Horv couli :he KEYS process help Mark mprove his


oommunrcaitor s<ills?
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