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All over the years, the people changed their perspective of communication and this is having a huge impact in the world of businesses and in the workplaces. The team work also it is important for all the people that should work in a group, and here the communication is the key point for an effective team working. Many people may feel isolated, because of this kind of issue with the communication, and they can be affected psychical for long time .This report has been created to explain the models of communication, the effective team working ,and why those are important in a workplace. Furthermore, the differences between models of communication, the different mode of approach and why this is happening. Moreover, based on a case study, from my own experience, I will analyse problems and find solutions, based on models of communication.
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Communication is the way toward share information or ideas between one or more people (Maund et al., 2017). Communication is kind of complex, having many methods of communication and this skill you can improve in time.
Many of you may ask what this is mean. Methods of communication are types of sending or decoding a message and those can be formal – informal, verbal -nonverbal, and these are the methods of communication which people use every day to express their opinion in a direct way to the others consciously or not (Maund et al., 2017).
The non – verbal communication refers to the body language and this include the posture, the facial expression, the position, the eye contact, gesture, body and head movements, and many more. Sometimes, you cannot know, that your body language says something different that you want to show in addition to what you say. The experts in communication did a research about this and they have as result, that the body language is an important model of communication and this may affect the opinion of what the other people have of you (Maund et al., 2017).
According to Patel (2014), this model of communication is using unintentional gestures ,that you cannot control as an alternative to verbal communication such as movements of your body , of your arms ,and the feelings expressed on your face ( Patel ,2014) .
Moreover, the verbal communication can be by your voice, by email, by letters or reports. The people use everyday methods of communication, and the verbal communication should be the better way to express yourself and your feelings. Furthermore, frequently happens to give the wrong perception to others because of the tone of voice or the wrong way to express having a positive or negative impact (Smith, 2019).
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There are two models of communication which I will explain, and these are Shannon – Weaver and Berlo’s. 

[bookmark: _Toc28897258]SHANNON AND WEAVER THEORY 

Shannon and Weaver in 1949 wrote a mathematical theory of communication. The theory is based on the transference of a message from sender to receiver disturbed by the noise source within the channel, with the necessity of feedback to be sure that the receiver fully understood the message (Shannon and Weaver, 1999).
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The Shannon-Weaver Mathematical Model, 1949
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Berlo’s in 1960, also wrote a theory about communication, the components being a source, a message, a channel and a receiver, based on emotions. The source generate a (verbal, non – verbal communication) message, send it through a channel, being decoded by the receiver. For him, the message (content, elements, treatment, structure, code) is about the impact that have (positive or negative) for the audience and this impact must be evaluate with an analyse (Uma Narula, 2006). 
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Communication is a skill that can be improved by speaking, writing, reading and listening, being an important skill that we need since we are born until we die to express our emotions, feelings or concepts.

[bookmark: _Toc28897261]EFFECTIVE COMMUNICATION and EFFECTIVE TEAMWORK

To have an effective communication you need to be an active listener (means that you listen properly the others, not just hear, you ask for evidence before get a conclusion and also you may have attention to the posture), and an assertiveness person (means that you do not dishonour or miss of respect the others) (Maund, et al. 2017).
Moreover, most of the companies are asking for strong communication skill in a workplace, being key point for an effective teamwork, fully understand the task and for an effective communication.
Communication is important into organizations for both of parts (employees and employers), for good understanding of information which can be by networks or face to face discussions, taking out the misunderstanding by getting back a feedback of the clarity of the information shared.
Moreover, effective communication is a vital skill for a good management and now the modern technology improved the importance of communication in all businesses and for that, a manager must be able to communicate effectively with all the colleagues, superiors or customers.
On the other hand, teamwork is also important in workplace and the key point for an effective teamwork is communication.
According to Williams and Anderson, (2008), for the perfect candidate, teamwork is one of the most important skills. Moreover, the effective team can be affected by poor communication, lack of initiative or performance, different goals or work style or leadership problems (William and Anderson, 2008).

[bookmark: _Toc28897262]CASE STUDY FROM MY OWN EXPERIENCE WITHIN THE WORKPLACE

From my own experience, I can say that I met problems of communication between me and some colleagues into workplace.
Three weeks ago, I prepare kilograms of meat for marinating and before I went home, I said to my colleague that he needs to wrap everything, put on the shelfs and also that I prepared already and it is in the kitchen. My manager also knew what he needs to do, being warned by me. Next day, when I came at work, I found all the buckets full of meat in the same place that I left them. I was shocked when I saw all the buckets there without being touched and being out of the fridge overnight. When he came, I asked him why the meat is still there and why he did not wrap it like I said, and the answer was outrageous. He told me that he remembers that my other colleague said to him something about, but without any specification of time, being a misunderstood communication, although I was the one who spoke with him about, being very clearly and giving to him and to my manager all the specific details. At the end of the day, my colleague said that he forgot to do it and my manager said that he did not hear when I told him, but the company has a big lost and nobody care.
 In conclusion, after all the answers that I receive, I understand that something was wrong, because the answers was changing every time, so I start to study the case to see who did wrong and what, and how this could be avoided.
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I can say that the key problems in this case are: lack of communication, of initiative, the attitude, lack of responsibility and supervision, and also could be language barriers.
These problems should not exist in an organization between colleagues, but sometimes can happen because not all the people have the same thinking, the same priorities or a good time management.
In this case the most appropriate model of communication is Berlo’s.
According to Corman et al. (2007), Berlo’s SMCR explain that the interpretation of the message, by the receiver, it depends of how the sender is encoding the the message, considering the skills of the receiver (Corman et al., 2007). 
In my case, I am the sender, and I decoded a verbal message face to face to my colleague and to my manager which are the receivers, considering their skills. Although, in my mind the message was very clearly, they did not listen properly my message, being occupied to do other things when I was speaking, this meaning that they are not an active listener, which like I said before it is important for an effective communication.
The first key problem could be the language barrier, they are British people and I am from another country, this could be a problem of my spelling because of my grammar or explanation, and for them could be difficult to understand my meaning.
The second key problem is lack of responsibility and supervision, starts from my manager which did not check how he is doing the job , did not check if everything is done before the closure and also the content of the buckets that usually are not there.
The third key problem is lack of communication, of initiative and the attitude from my colleague, which I am sure that he understood my message, because of his last answer, but he preferred to not touch these buckets, being  more easy for him to say that was a misunderstood communication. The attitude also was inappropriate because he changed the answers, trying to make confusion and blaming us for not giving to him all the details, even so at the end he understood that what was he doing was wrong and tried to change his answer again being humble and victimizing himself.
[bookmark: _Toc28897264]POSSIBLE SOLUTIONS 

 As we could see in the Berlo’s SMCR, if I was repeating the message more then once, and encoding the right meaning of the information that I gave, this issue could be avoided.
Another possible solution, also applying the Berlo’s SMCR, if they had looked me and heard properly my message when I was speaking, they could understand the situation and the importance of my message, avoiding this big issue.
The third possible solution  that I find is if they had a bit of responsibility and the necessary knowledge that needs in this kind of job, being careful that everything is in the fridge and check that everything is done, knowing all the rules in this job, having all the training necessary, all this lost could be avoided.
According to Shannon and Weaver (1999), the sender always needs a feedback to know if the receiver fully understood the message (Shannon and Weaver, 1999).
In this case, I can say that I received a positive feedback from them, but was not a real feedback for what they understood, they give me a feedback just to get rid of me, because they were not engaged in the conversation and like I said this happened because they were doing other things in that moment. Moreover, in this case a possible solution to avoid this, could be that they should have asked what I meant and to explain again what the task was.
In my opinion, the last possible solution is the best one, being the one who in this case have more sense. Furthermore, as I said, if they asked again what the task was and let me know that they did not understood the message, all the problems such as lack of responsibility and communication would had been disappeared.
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Maybe most of you are asking why I write “possible solution” and I want to explain that. From when the issue happened until today, I did not understand what could be a real solution, because in my workplace is missing the effective communication and the effective teamwork, which create me difficulties to do a great job and do hundred per cent my best.
For this situation, which should not be in any workplace, from my point of view, a course of how a manager should be and how should approach situations like the one in my case study, a full training explaining how important is the communication between co-workers and managers. The last recommendation is to do not hire people which have not the assets for this kind of job. Moreover, doing all the recommendations from above, they could avoid problems with the structure design such as lack of supervision or bad information systems.
As we could see in Shannon – Weaver model, the feedback was received but this was not enough. In this situation the Berlo’s SMCR, is the model of communication most appropriate to apply of this kind of issue.
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Sometimes I was thinking that it was me who had problems of communication because in most of the cases I prefer to stay quiet and listen the others instead of giving my opinion , but after I saw many people that do not communicate properly and they are thinking that asking is a mistake, I changed my mind.
In conclusion, I can say that the communication is an important skill and the effective communication for an effective teamwork is the key point in any workplace. Moreover, most of the people do not think how hard is to work under stress and they cannot manage it, panicking and forgetting most of the tasks that needs to do.
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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).
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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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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?

2|Page
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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?

CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he wasquite
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 I tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.

1. Why was Sally upset?
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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 explain:

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.

Lecturer’s signature:

s e
———

Date:

-

27|Page





