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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
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[image: ]
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.
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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.
The situation:

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
personnel, and considerable finance to do a professional job.

Your task: 2 : > ud

- Qe s

) e 2 S — Léiﬁ:(‘ <)
3 hour afternoon presentation (including breaks and networkmg time). :},. — L" 50 b yash
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Week 8

In 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 Day 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) - In Class exercise for Week 6

Review any lecture content not covered. See Weeks 1-6 on moodle.

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

Reference: Essential Texts 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 call to management.

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

1.ldentify stakeholders (individuals and groups)

2. Create a communications strategy.

3. Identify 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 briefing for each of these stakeholders groups, organised as if they were 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
present ’!L;J G bedeadiol dor e

S
iy







image10.emf
Exercise2 -email p1 -  12.12.19.pdf


Exercise2 -email p1 - 12.12.19.pdf
T [ 2 } 1] LG
e Sait Bl Effective Team Working and Communication - Term 1
\ :f«j LONDON BMSW4002

In-class exercise 2

Student Name: Ory\,,c’LQJUL W?O(’h Q&)'Y/'”L’/SifudentID/Group: ‘[/I O 7 g &

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 your Task 1 (part 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, “It’'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. I’'m so excited about
seeing her tomorrow!’. The child broke down and cried.

1. Why weren’t Mary’s calming words having any effect on her daughter?
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~ 2. What could she have done to make the situation better?
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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, ‘I’'m so tired, can’t it wait?’. The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.

Why was Sally upset?

Ca L L} wW < § \-4:)2 Sp{ L)&L—CLMVZ q{/M&— (‘(/i C/( Vk_:,‘/{/

wb

L: N f o Alir-q. |aann Vw’\ai/ W M NI O~
QJL‘)(:i e - h o Cﬂ' O . T

. 2. What could Steve have done to help the tension that had developed?
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Briefing
Who
When
Where
Why

How

Refer
Maund et al. 2017 Chapter 3 Chapter 4 and Chapter 5

Maund 2017 Chapter 4 Table 2.1 “Non-Verbal Communication Codes: Consider the
Professional Context”

Morgan 2017 Cultural Difference p.285
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Ty et David Effective Team Working and Communication — Term 1
Y Tonpon BMSW4002

In-class exercise 2

Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students:
Dear Sir, -
I am writing to you because | am confused about Communication.
Could you please exp/ain':
1.What Communication is:
2. The Shannon-Weaver model.
3. What is meant by non-verbal communication and why it is important.
Many thanks,
Lucy Mars.
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.

Na e l/uw,

i . i’LCC-l/ wéﬁ‘ U | Q,/VY\—-"&L K‘Dw—«DUL CJ/ Aoy ¢
ctio Lot Qo 9T ve beon ¢o Lildey "dduct
/ V‘ /d{i Jf)l)’\j’l liJ"'h"/ A a s QIfW\WM—‘V% - -

f\ on’t lgC (thksa.,d’ 6;,,‘.,57‘.,0%/ ( r’ YA LAY U&hﬁ
L owidr M\L@uh f/u_/fh_»{ = vrﬁ—*'i hoi e end
/‘ ﬂ‘Z/ ik iAS 'J/C I\JZ—/LJD :
fo&’v’uw;tnw"lj" LS hwﬁ\c-»f [/’hfum—gf d=m
L lO(eg ey s o ﬁ')i/r C—Q—f‘é L 249 <.'\1“ J

—

C/V\‘LOVV\/\%—»G%/\ M M Lé//RL’WLJl SrE—

r

- ﬂ%lfsj'?’\ {5 M/{‘L_s—{ /M 1/ c&chj cw)l’c\/{\,‘*ﬂ)

} .o Ca LUM aA (M,g,, o S g el aafluhn K n }),, & L‘*’LLx,
b Trove actd fFerink &gnesg o4 (- mmﬂi%.&v -
\.’Qz{ i?ﬁu(— NS N~ Vo y L:‘-/{ @\/\-Cf{x/ N —‘e—i "\fg‘(’*\ . ;

T-LJL gl,uwnm o —Wo e r”\g,@in LN C s Ux& MSQQQQ
oond caonds T tn fre rocersor Mrogin ereuhwt:f cal
M o o b Ujee r%’)l,uﬁé T was ('L., J.D/L./ wd L,u,
ovoihoos ond peafiomehcd ot Clondo Spauoe &g
Cenva Lt Wersw Wea o s -

M;;vx Varvel commnan) (aflSn 18 Pa rewn s i ss) O @;,
pescef oS of mmu—»i huegh a nonveibal b A
Cs .41/\&%’/2/5 qel Luwyd L\—Q-ﬂj(ﬂ C qu cl expPreis; o o 7
@14’,*\,&4'{‘ ;»’\,;/* é’( C"*j = "’iéw{ L_CLV\ (_,WAL,/C, )‘1% C“V“’CL(J-CJ +4 S\tl—("u,\c’“

Lecturer’s comments:

g P o N
0l (Raven 2 — 2

e HYowr s Hactyrn |
" olegn J/
P77

Date: /:7 ?:407 i

2P

Lecturer’s signature:

e3]

ge
o =






image17.emf
Barry & his staff  p1.pdf


Barry & his staff p1.pdf
() mo de b #Gi e, e 907390 | !» |
| ]
Trinity Saint David Effective Team Working and Communication — TerrL 1

3

) LONDON BMSW4002

In-class exercise 1

(D Thair oo d N5 SESLL

|~ s Laare 4”La, (lna Ml o~g el 9 a VLD|§‘~/
envirorne o X, e ok de’ starye could. %
e ar M \/MC/)‘VL@)HQ% N Ci/éwsL u/HmzﬁOJ
M,f/‘f\c;? heod” o lhag Ihiled” bus
poceible Lot 45 kol hoy ket M $5
%betﬁ con d (uzj(' Mo 45 (rodn
hew 945 "Wadla ,Lc;ad CcL[/e/LH
CLWV\C;LLH N e \.Q/f/v\/f)(,e.s\‘p(é/j (,,@vvi,ﬁfﬁ}m
oo o 00 1 SnFH comndy) . wifh vired
OM THa c ko cpor~ole of wlbgch 5/&1/(4!1"
LS /L.Q—/('./ fh/\/ur’ L Loy Tewagqug d -
T/ [L«JL’;/? ceJd Co ot a/ﬂva_bcyg’}’azl_m
floard. facof )

S T lhho and n We ower mgcl_g,i,g ;46,_4199.-: (. oxn
’L\/\M/\‘) Le wuga {5 szi,\tau/' 'ﬂmrjjﬁ [Lrebloemr »

———

&Y ot S elofion s Bourr, Auelk Le dontdor
g Q,L\f—r e rwqu obstuetle (g
M e coddl lowe n%ke cuvo Ao
\Mf&[k—‘l—«/\ Q/l”f\,Lf/ Ct/@/’él lu< pmaolce-gl
Corre 41 BVL C/&JL( /’LMM Q({C/ic ({J CC'VJ,/Q/L"
O apd’fk S JNecoyr n95Sc00
14 Mrr»g Con UL A A S \/MLQQJL C oA —

Lecturer’s comments:

Cy |.— weld done - 4_posSini® b C ;polike G Lowwag (g the

EX L — 4 fhoroush M A0 g o v“é’ﬂ,‘mowal

Lecturer’s signature: ‘ A/ Date: /K‘ AN ({

G

3|Page






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


Barry & his staff - email p2.pdf
Trinity Saint David Effective Team Working and Communication — Term 1
LONDON BMSW4002

In-class exercise 1

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 model is relevant.

BARRY AND HIS STAFF

Barry is a 27-year 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. In 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 | told you to put them in
the fridge?’

The man replied: ‘I heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. | didn’t know you were talking to me’. Barry is frustrated 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
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions:

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

2. Which communication models can you use to explain Barry’s problems?

3. What solutions might Barry consider in addressing each of these challenges or obstacles?
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Trinity Saint David Effective Team Working and Communication —Term 1
LONDON BMSW4OOZ

In-class exercise 1

Student Name: C Mo M A/lj LDLCL lr)(’g‘/brdeStudent ID: , ﬁ Q 7 ZQ (
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 your Task 1 (part 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.
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which indicated otherwise. Displaying appropriate emotion is vital to professional excel-
Jence. One should show passion and drive but also demonstrate resilience and be able to tri-
umph over day-to-day disappointments in the workplace. Could you imagine a classroom
environment where students displayed extreme emotion each time they received a grade
that was lower than expected? How do you think your productivity would be affected?

The second function of nonverbal communication is to convey interpersonal attitudes.
Being skilled in observing and interpreting the nonverbal behavior of others will give you
an edge over other professionals. For example, a young woman competing for a promotion
with another employee noticed that her coworker would always approach their boss with
issues first thing in the morning. The coworker would then complain that he had to repeat
himself and that their supervisor seemed to forget what he had been told. The young woman
observed that her supervisor always seemed rushed and distracted until he had his coffee
and had checked and responded to pressing e-mails. She made sure always to approach him
when he seemed more relaxed and focused. When he offered her the promotion, her supervi-
sor said he appreciated her timing and how she always kept him in the loop.

The third function is to present one’s personality, such as character, disposition, or
temperament. Think about the different work environments you frequent during your
week—the bank, the school library, restaurants, etc. What are the character traits of
employees at each of these establishments? Do you expect that the librarian will be as
outgoing as a server in a crowded bar? Make a list of the top five jobs you have consid-
ered, and write down some of the personality traits that might be expected. How might
your verbal and nonverbal communication vary between the positions?

Finally, the fourth purpose of nonverbal communication is to accompany verbal commu-
nication. Ekman (1965) specified the important ways that verbal and nonverbal behaviors
interrelate during human communication. Nonverbal communication can simply repeat

Verbal and Non-Verbal Communication 71
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A DAY WITH THE CHIEF

As you evaluate the passage below, consider whether this
behavior is appropriate for this professional context.

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 gemeanor.

Mark's coworkers 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’s 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. Mifls
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 and bonuses. Mark immediately
sees Ms. Mills's eyes begin to squint and her brow furrow.
She stands up abruptly and says in a gruff voice that their
time is up and that her assistant will show him out.

QUESTIONS T0 CONSIDER

1. Given the professional context, what would you have
done the same and/or differently if you 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 the KEYS process help Mark improve his
communication skills?
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