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1.0  INTRODUCTION

My aim in this report is to analyse my performance and development throughout my module “Effective Team Working and Communication”. Moreover, analysing the different types of communication, whether these could be verbal or non-verbal and the way these may be used at the workplace. Furthermore, I will discuss about the different models of communication and how to use in the workplace according to each of their methods. Additionally, in this report I will be reviewing my in-class exercises and also my independent research and investigation. 
Teamworking is a typical experience for most of the people when looking forward to achieving a common goal. Working in teams can obtain incredible results, however, if the members of the team are not so efficient and motivated, it could be a big disadvantage and may lead the team to failure and frustration. It is important to have a good communication when working as a team as they may have different perspectives and ideas and if this are not expressed correctly the team performance can be compromised and might fail in achieving their goal. 
Communication is the key to team success. Either verbal or non-verbal, communication helps manage interpersonal interactions. Hence, an effective communication is essential among the members of a team as they are able to express their feelings and also share their opinions on behalf of the team. Although, not all communication is positive, as if this is not transmitted effectively can bring problems within the team and its members. (Griffiths and Dunham, 2015)
The company I work for is called “Five Guys” an American fast casual restaurant chain which serves burgers and fries mainly. I have been working there for a couple of years as a crew member and this job has helped me to improve my team working skills because it has showed me that most of the time (especially during busy days) I need the help of my fellow workers and vice versa in order to complete the orders. Additionally, I have learnt the importance of good communication and a well-organised team. Having a good communication between the managers and the crews in general is important because everyone knows what they duties and responsibilities are. Sometimes, when communication is not clear, it might be chaotic because some people might be overworking while other might be lost. Everyday before starting a new shift, my managers give a little “brief” where they explained to each and every person what duties they have throughout the day and also what is the main focus of the company, so that, everyone is able to ask questions if they have any doubt about their position. 
2.0  TYPES OF COMMUNICATION

Communication is the process in which messages can be transmitted with or without words. There are two types of communication: Verbal and Non-Verbal.
Communication is beyond just words, when interacting with people, our body reflects a completely different language. This is called   non-verbal ways of communication, for example, the way deliver the information: eye contact,  gestures, the way we express ourselves in general, etc. All these together impact on the meaning of the words we say.
We communicate our verbal messaging through the words we use.  Naturally, the verbal message is an important part of our communication, but the way we communicate nonverbally is just as important and sometimes even more than communicating verbally. (Workplace Strategies for Mental Health, no date)

2.1 Verbal Communication
Verbal communication is the use of words and sounds in order to deliver a message, this can be oral or written. 
Verbal communication includes both our words as well as our verbal fillers. Verbal messages are made by language. Effective communication requires clear interpretations of the verbal signals of others as context is cocreated. Therefore, there will be no comprehension of the meanings of the words expressed. You need to make effective use of your language skills as a professional and improve your ability to interpret messages from other people (Robinson and Robinson, 1982) stated that if speakers are to be consistently effective in verbally communicating their intended message to listeners, they should, therefore, know that a message may not fully transmit intended meanings and that many factors may cause the inability of a listener to comprehend what the speaker means (Quintanilla and Wahl, 2017).
Verbal communication is mainly used at my workplace spoken, for instance, when giving orders to the fellow workers, talking to the customers, expressing daily ideas and when giving specific information.. This can be written as well, for example, the schedules or rotas are normally shown on a board behind, as well as new information about the restaurant so everyone will be able to read it at any time. Verbal communication is being used at all time.
2.2  Non-verbal Communication  
Non-verbal communication (also known as body language) involves all the different ways that we can interact without the use of words. Another way to define non-verbal communication more technically is “communication other than written or spoken language that creates meaning for someone” (Ivy and Wahl, 2014, p. 5)
The codes of non-verbal communication includes kinesics (body movement, gestures and posture), eye/facial behaviour, vocalics (paralanguage), space/ territory, touch, environment and physical appearance. (Ivy and Wahl, 2014)
It is not only what we say, but also the way we express it is often the most important factor, particularly when conveying feelings and attitudes. The tone of voice alone can transmit indignation, annoyance, deceit, sarcasm, confidence, love or indifference, for instance. (Mehrabian 2007)  
Non-verbal communication is used at my workplace everyday, it is actually one of the main focus of the company, everyday we are told to be smiling and having eye-contact with the customers as they believe that the body language is one of the most important factors when serving a customer as this will affect their judgment of the restaurant and also whether they will come back or not. 

2.3 Differences between Verbal and Non-verbal communication
Verbal communication is a formal communication because it has rules of grammar and offers clear messages.
There is no mechanism for Non-verbal communication; it has no specific patterns. It can be viewed as wished by anybody. Nonetheless, non-verbal communication is important because, by adding flavour to it, it facilitates verbal communication. But, the other way around, it doesn't happen.
It is important to be aware of our own and others verbal and non-verbal communication as they can transmit various messages if they are not expressed correctly. 


3.0  THEORIES OF COMMUNICATION 

Communication can be explained in many various ways, the most common way is through the communication cycle, in which the message goes from the sender, who formulates it, to the receiver, who decodes it and as a consequence, formulates a feedback in return so that the cycle can continue. The message can be sent through different channels of communication such as: verbal (face-to-face), telephone, voicemail, email, online, letters, media, etc. We can see this more clearly below.

· Cycle of communication










Furthermore, there are different theories of communication explained through different models such as:
1. Shannon-Weaver Model of Communication (1949)
2. Berlo’s Model of Communication (1960)
3. Schramm’s Model of Communication (1954)



3.1 Shannon-Weaver Model of Communication (1949)

This model was created by the American Claude Elwood Shannon, when he wrote an article titled “A mathematical theory of communication” in Bell System Technical Journal with Warren Weaver. Both put their skills together and design what is known today as “The Shannon-Weaver Theory of Communication” in 1949. By that time, communication was expressed in its most basic form. Composed by the transmitter, whose role was to encode and send a message and the recipient, who receive and decode it. Thus, Shannon and Weaver design the following model to explain all the steps in communication:

[image: Image result for shannon and weaver model of communication]

According to them, there are eight factors which play in the communication process: the source, the encoder, the message, the channel, the decoder, the receiver, noise and feedback. 
This mathematical theory of communication is slightly more technological than other linear models as the sender formulates the message and send it to the receiver through a technological source such as telephones (Businesstopia, 2016). This model of communication is used at the workplace daily, it is used when conveying information from one person to another through a telephone for example, when one of the employees call to the workplace because she or he is late.





3.2  Berlo’s Model of Communication (1960)

This model was develop from the Shannon-Weaver, identifying factors which influence in the different elements of communication and then, making it more effective. This model emphasis in the process of encoding and decoding, which occurs before the sender deliver the message and consequently, the receiver obtain it. 

[image: Image result for berlo model of communication]

Berlo’s Model of communication differs from the Shannon-Weaver as Berlo’s is more specific, has no feedback, shows several channels of communication and additionally, the sender and receiver must have same method of communication, knowledge-knowledge, for instance. This Model is used at the workplace, especially in the UK, as most of the workers come from abroad and English is not their first language, so messages may not be always delivered correctly. Berlo’s communication model states that the sender and the receiver must used the same way of communication. This means that in the case the sender encodes a message in English, if the receiver does not speak the English language, then the receiver will not be able to decode the message and as a result, not be able to understand it.

3.3 Schramm’s Model of Communication (1954)
This model was based on the roots of the Shannon-Weaver. In this model, encoding is the most important step as is the one which starts the process of communication because it turn the thought into message. When the recipient receive the message the first thing they have to do is to understand what the sender is trying to say. The message is useless until the receiver fully understand what the message means. Therefore, encoding and decoding are the essential roles in communication. For Schramm, communication is a two-way process between the sender and receiver. 

[image: Image result for schramm's model of communication]
This model of communication is used at the workplace when giving information, or even while a normal conversation. This model states that communication is a cycle, so if the receiver does not give a message back, communication cannot be given. An example of this can be when a manager gives an order to one of the employees, firstly, they have to understand it and secondly, give an answer showing that they have understood or the manager may ask to the employee about the information given.







4.0  CONCLUSION 
After studying and analysing the importance of communication and the different ways these can be conveyed, I can conclude that without these mechanism we would not be able to progress in any aspect of our lives. Hence, knowing or using the best way to communicate is undoubtedly one of the best tools for achieving any task, not only in the personal field but also in the professional.
An effective communication in a group of people seeking to reach a goal will make it achievable much faster and more easily, ensuring the success.
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6.0 APENDICES 
6.1 Appendix 1 (in-class exercise 1) 
[image: ]
[image: ][image: ]


6.2 Appendix 2 (in-class exercise 2)
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