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INTRODUCTION
The purpose of this report is to produce a portfolio of evidence, including in-class exercises, which demonstrates an understanding of the communication skills discussed in class. I will be analysing the role of communication in my work place.
 Communication plays a vital role in our everyday life, we use information we receive on daily basis to make choices. But communication must be effective in order to make the right decision, because the information we exchange or convey to individuals or groups, helps them to make decisions as the receiver may rely on the information to make a good decision. therefore, it is essential that the message is concise, precise and devoid of any ambiguity to enable the receiver to understand and make the right decision.
 Communication can be defined as the process of sending and receiving information through verbal or nonverbal means, this may include the use of speech, writing, graphical representation, symbols, signals and behaviour. 
MODELS OF COMMUNICATION
The Shannon and Weaver’s model are considered one of the best and consist of Information source (Sender), Transmitter, Channel, Receiver and Destination. Shannon and Weaver recognized that static or background sounds may interfere with a telephone conversation; they referred to this as noise. (Andrew & Co., 2017) Certain types of background sounds can also indicate the absence of a signal. 
The information source is where the information is stored. In order to send the information, the message is encoded into signals, so it can travel to its destination. After the message is encoded, it goes through the channel which the signals are adapted for the transmission. In addition, the channel carries any noise or interference that might lead to the signal receiving different information from the source. After the channel, the message arrives in the receiver and is reconstructed (decoded) from the signal before finally arriving at its destination. 
EFFECTIVE COMMUNICATION IN THE WORKPLACE
Effectiveness of an organisation depends on the effectiveness of communication by its managers and employees. Information is exchanged in two main ways, formal and informal (Peter, 2017)
Formal Communication – helps to provide a structure, so that individuals knows what is expected of them and know how they have performed. For example, an organisation needs plans and performance reports and official documents and the formal communication of management decisions
Informal Communication – this is usually, a communication between individuals, either face-to-face conversations, and text message conversation and are usually a feature of co-operation between individuals, because people need to communicate in a way that promotes constructive working relationships.
Communication through the formal channels in an organisation may be;
Vertical flow – downwards from supervisor to subordinates or upwards from subordinates to superior
Horizontal or Lateral flow – is communication between people at similar level in the organisation’s management hierarchy. It is communication between individuals in the same work or peer group and also between individuals in different workplace
Diagonal flow – is interdepartmental communication by people of different ranks 
Informal Communication Channels – While an organisation structure will have a designated, formal communications network, it is inevitable and not necessarily bad that in almost all organisations there will be a number of informal communication channels because, unlike formal communication, informal communication can move in any direction, skips authority levels and is likely to satisfy social needs as it is to facilitate task accomplishment. Examples of informal communication are;
A grapevine – this is the network of social relations that arises spontaneously as people associate with one another 
Rumour – is another type of informal communication which is transmitted over the grapevine and is not based on official information, but, it may be true or false or have elements of both.
Gossip – this type of information communication is similar to rumour, is usually an idle talk or conversation, often of little consequence but, can be hurtful if it has a malicious intent, nevertheless it can also be beneficial to the individual as means of sharing employment worries.
[bookmark: _GoBack]Therefore, for any organisation to have a good communication, the communication process that links the various parts of the organisational structure must ensure the following essential principles;
. Instructions and guidelines are properly communicated and understood at all levels
. Individuals know what they are expected to do.
. Managers are able plan and control operations more effectively
. Individuals are more willing to work together in teams or groups, because they are been told what is happening and where their contribution fits in.
. Arguments and conflicts in workplace are reduced
. Interpersonal relationships can be developed and maintained between subordinates, supervisors, peers, customers and suppliers
. There is a better coordination between individuals and groups in the organisation, all system of administration can be synchronised to perform the right actions at the right time and cooperation in accomplishing the goal of the organisation
. Information must be timely, accurate, complete to the point, direct to the right people and understandable
INEFFECTIVE COMMUNICATION
Ineffective communication can include any following situations;
· Inadequate control and poor co-ordination
· Poor awareness of corporate objectives at lower management
· Poor understanding of working instructions and responsibilities
· Poor morale of junior managers because they are not consulted about changes which affect their working conditions
· Lack of clarity and ambiguity in a message  
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COMMUNICATION WITHIN THE WORKPLACE
Communication is a vital part of personal life and is also important in business, education, and any other situations where people encounter each other. (Brennan, 1974) Over the past three years, the researcher had the opportunity to work within an organization in which communication is vital to its employees as well as to the customers with whom the organization serve. The researcher spent time working within the customer service department and had overheard numerous conversations regarding the lack of communication between the supervisors and its customer service representatives and unit leaders. With this in mind, a study was completed within the organization to determine if there was an internal communication gap that existed between the parties. When there is an internal communication gap within an organization there is usually a breakdown in the way information is been sent from the sender to the receiver. This is precedent in organizations that have a top down hierarchy. In this type of hierarchy, it can be difficult for bottom level employees to obtain information regarding changes within the organization. 
IMPORTANCE OF THE STUDY 
In our working environment, we need each other in order to achieve our goals and objectives. None of these goals can be achieved without communication. Communication is the basic thread that ties us together. Through communication we make known our needs, our wants, our ideas, and our feelings. The better we are at communication, the more effective we are at achieving our hopes and dreams (Alessandra, Hunsaker, 1993). Based upon conversations among the customer service representatives, this study is important because there appears to be a lack of communication within the organization. Some of the representatives feel as though the supervisors have daily meetings, but no information is shared regarding the company changes and/or procedures. When there is an internal communication gap it becomes difficult for anyone to effectively achieve goals. The customer service representative and/or unit leaders’ main responsibility is to relay information to the customers with whom the organization serve. If changes are not shared with the employees than they may risk the chance of giving the customers incorrect information. There will also be inconsistencies among the representatives when handling telephone and/or written inquiries. 
Unclear communication not only results in errors and missed deadlines, but also lies at the root of many other serious workplace issues, such as low employee morale and poor job performance. Managers should invest the necessary time to ensure that project goals and instructions are free of ambiguity and foster an environment that encourages the open exchange of ideas. By successfully getting your message across, you convey your thoughts When not successful, the thoughts and ideas that you convey do not necessarily reflect your own, causing a communications breakdown and creating roadblocks that stand in the way of your goals-both personally and professionally.
1) Find out if those listening to you hear what you say and interpret it correctly. One way of doing this is to ask questions that will show the understanding level of those with whom you are speaking. If you are addressing a group meeting, allow time at the end of the meeting for questions. 
2) Share information with employees whenever possible. One of the most sensitive areas in management involves how much company information should be shared with employees. Many feels that information should begiven on a need-to-know basis. Their reason is that information given loosely can result in company secrets getting out to the competitors. Supervisors can also share information with the employees through weekly and biweekly meetings. The supervisor should include in their meetings any information that is bringing about a change within the organization. If representatives and unit leader have questions about other personnel issues the supervisor should direct the customer service representatives to the correct source that can give them an answer.
My work experience has been in Logistics for the past fifteen years. During the period I have worked in various positions within the organisation such as;
. Post room assistant – where we receive all the mails that come into the organisation, sort them into various departments and deliver them based on the positions, rankings and sensitivity of the mail
. Client Service – I was part of a team of three females and a male, we worked as the face of the organisation, taking phone calls, answering queries, reporting, informing and advising all the departments about client issues.
. Transport and Distribution – this is my current department and the experience is very intriguing, the focus of this department is effective delivery service. We ensure, every product that comes into us from a supplier, manufacturer, client, in-house, outbound is successfully delivered to the appropriate recipient or consignee and a proof of delivery is obtained. Besides, the delivery of the products, another function of my department is to ensure all the vehicles are well maintained and serviced.
The transport department have a unique task of understanding the geography of the business, that is knowing the location and address for all the clients and suppliers, demarcate the distribution area and track every product on delivery. 
Learning new academic and employability skills has significantly improved my work and private life, so much so that am able to balance them properly and have time for other things. 

I must say communication has played an important role in my working life and studying this course has helped improve and made it more effective.
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In-class exercise 2

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 Mark improve his communication skills?

®Bmg in medd POSen, twoud hove ccked
e St e hinn, Becunt Utieniy & ald ket
L oUWy, Sord cdogul MS MUS, ongl Sesig thor
P anesie Mrek Wpéol, \moodd fFeal Compwbdold.

@ oaes 1 Alk il odid 2uetu G2 Conteet, By
GBS ouiny ot oW ko SYP@¢wites olrop
Ue ol “clvel ELnll ond GISO  menhonee b ouk
Mok Monid cnd Lacoiadves » e

@ The Communicalaon £6C6 178 hod TR Chonepp .
Wey Chan Mo\ G W eevery

@ Matt Shodd hove  Ealon unts  Conpideraiom
ooty Ohl H50 il heod alosts MO mue
T aCm  ProfeSSenalsy h ot S‘f’rf?O'\‘t\fl e -
COmMmmuen %o kac vl

Lecturer’s comments: s ()\5}\42 Lf ety A M—é'uvu‘)" s
Biior 2 At Bpidaon «’;"(c}p(ul{l

Lecturer’s signature: é’bﬁ Date: “4 ! ({





image1.jpeg
Trinity Saint David
LONDON BMSW4002

In-class exercise 1

% T T Effective Team Working and Communication — Term 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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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: F10ven (L Odonicer Student ID: ) 8187 3¢

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? | 5 ;
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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 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 and
bonuses. Mark immediately sees Ms. Mills’ 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.
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