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Introduction
For many years researchers have explored channels of communication and all the different variations it takes. This report on communication within the workplace will reflect on communication skills, show the importance of communication in teamwork and how effective communication effects a business organisation; with focus on the need for feedback, improving cohesion and improving efficiency.
Communication is the exchange between two or more people that results in mutual understanding of thoughts, information or ideas (Maund, Schriek and Tinkler, 2017). Verbal and non-verbal are different methods of communication. The level of formality we use when communicating is dependent on who we are communicating with as to whether we will be formal or informal. When we are giving and receiving different kinds of information we are using abilities known as communication skills. Assertiveness and active listening are two good examples of communication skills that assist information processing.
Effective communication is a vital instrument in optimizing work rate efficiency and maintaining positive working relationships throughout an organisation. Employers who spend time and efforts into developing clear lines of communication will quickly gain trust of employees, thus increasing workplace productivity, effectiveness and also boosting team morale. Effective communication is always a valuable asset to have for employees and it is a skill which can often give people an advantage over their competition when applying for jobs.
Failed communication in the workplace can lead employees to question their own abilities and hence works to demotivate staff. Communication can fail for various reasons. For many failed communications, the receiver has not received the message as intended by the sender. To ensure the message has been wholly understood and received as intended, feedback should be requested by the communicator. This report shall explore the possible barriers of communication and how they can be overcome.
Andrew Carnegie said that, “Teamwork is the ability to work towards a common goal.” Effective teamwork and communication allow businesses to complete projects quickly and more efficiently, thus higher levels of performance can be achieved by collaborating efforts and skills.

[bookmark: _Toc29223105]What is Communication?
Communication is the act of transferring information. Thoughts, ideas and emotions are all forms of information. Information can be transmitted by spoken word, non-verbal gestures, signs and symbols which are various types of communication. There are several methods to use when communicating, all of which play vital roles in sharing information.
Possessing good communication skills will boost your employment prospects and help you succeed in your chosen career. Communication skills can also be developed and refined with training and experience.
Communication is used daily in almost every situation, including in the office. Whether it is a thumbs up for approval or delivering a presentation on a specific topic, communication is essential when making plans, gaining trust, exchanging ideas, leading a team and managing employees. Verbal, nonverbal, written and visual are four main types of communication we use on a daily basis. 
[bookmark: _Toc29223106]Verbal and Non-Verbal Communication 
The oral transmission of a message through spoken word is verbal communication. Here the person wishing to send a message has allocated words to convey their emotions, volitions, inspirations and observations and proclaims them by dint of speaking, discussing, presenting, and conversing.

The attitude of the person speaking, their accent, loudness, tempo, body language and the level of vocabulary used in the conversation will all determine the efficiency of the verbal communication. When we communicate verbally, immediate feedback is received as a result of the concurrent communication and acknowledgement of the message by those sending and receiving accordingly.

Misunderstandings are more likely to occur with verbal communication as sometimes the words are inadequate to convey the thoughts and sentiments of a person. The person sending the message must think about those receiving and ensure it can be easily understood by dint of speaking clearly at an audible volume. Those sending should always get confirmation from those receiving to guarantee that the information is being decoded with full comprehension.

The effectiveness of verbal communication is not only dependent on the ability to speak well but also on active listening skills. How a receiver listens to the information decides the efficiency of the communication. Verbal communication is suitable for both formal and informal environments.
Verbal communication includes oral and written. Verbal communication is important in written communication skills, academic writing and business writing.
Any information shared between two or more individuals without the use of spoken or written word is non-verbal communication. Non-verbal communication can occur through the utilisation of facial expressions, eye contact, personal appearance, touch and even silence.

Non-verbal communication, as opposed to verbal communication, aids in creating and developing interpersonal relationships. Non-verbal communication is used to declare feelings and relational attitudes as well as highlight an individual’s character.
When communicating verbally, meaning is added non-verbally by physically signaling or facially expressing to help people to communicate more effectively (SkillsYouNeed, 2020). It helps to complement that which has been said verbally, for example people wave their hands to give directions or shake their heads and frown to show disagreement.
Non-verbal communication establishes the gaps between those communicating and assists them to share their emotions and mental state. It also controls the order of communication, for instance, a person can signals to show that they have come to the end of their speech and it is someone else’s turn.
Non-verbal communication can sometimes act as a barrier to effective communication as the receiver could not comprehend what information the sender is trying to convey and may understand it wrongly.


[bookmark: _Toc29223107]Barriers of Effective Communication
Body language, speaking and writing are all included in the broad definition of communication. Active listening is as a vital quality of communication. In addition to these aforementioned skills, administrative soft-skills are required in the business world to lead teams to success. Once an individual is equipped with the necessary skills they also need to be aware of the barriers to effective communication and how to address them. 
There are various barriers to communication which can happen at any step in the communication. Barriers may cause your information to distort and thus you are at the risk of squandering both time and money by creating disorder and erroneous interpretations.  Effective communication is dependent on finding solutions to these problems and hence transmitting evident and unambiguous information.
A team failing in communication can result in team members spending efforts on unnecessary tasks due to misunderstanding what needs to be completed. These team members will often not understand each other and their individualities. This can lead to conflicts arising within the team and distrust between team members. Individuals that fail in communication inadvertently do not understand what makes themselves more effective, as a result of their failure to obtain feedback from anyone else in the team.
An effective communicator will be conscious of these barriers and make efforts to minimise the effect they have by constantly ensuring the information is understood and by providing relevant feedback.
[bookmark: _Toc29223108]Why is Communication Important in Effective Teamwork?
Effective communication is important in teamwork as it ensures projects are completed in a faster, more productive time and will also ensure greater accuracy in the work completed. Effective communication permits individuals within an organization to understand their roles and the roles of all other team members ensuring everyone is capable of attending to the task at hand.
Research indicates that effective communication, along with reliable organisational support, diligence in leadership and clarity of team goals can ensure the pinnacle of team success is attained. It should be acknowledged that effective communication has proven to be of greatest importance for success than of all the aforementioned (MichaelPage.com, 2019).
In any large organization there will be many different roles, functions, and departments. Communication is important to ensure all are working towards the common goal. Employees within organisations often have to communicate with businesses and individuals outside of their organisation such as stakeholders, suppliers and customers. It is important that communication is effective and respectful for further business, revenue, growth and the reputation of the organisation that has been built over a certain amount of time to be upheld.
[bookmark: _Toc29223109]Models of Communication
Over the years many scientists have studied channels of communication an all the different forms it can take. Theories, models and methods analyse and describe the field of communication. They are metaphoric and symbolic systematic representations of the process of communication that dissect each step. Models are used by organisations to support effective communication, examine their opportunities, assess their circumstances and perceive how the receivers will decipher the information.
There are three categories that all models of communication pertain to; these are linear, transactional and interactional. Traditional linear models consist of a six step communication cycle. Linear models are good for one way communication and mass communication but it is not continuous as it doesn’t include the concept of feedback and is thus limited.
The Shannon and Weaver Model is a linear model that has been renowned as the “mother of all models” as a result of its popular prevalence. In the year 1948 an American mathematician named Claude Elwood Shannon wrote an article titled “A Mathematical Theory of Communication” in Bell System Technical Journal with a scientist named Warren Weaver. The model is most popular for its ability to explain how messages can be lost in transmission and misunderstood in the process of communication (Businesstopia, 2018).
The Shannon and Weaver Model of Communication illustrates that communication can be divided into six key concepts; sender, encoder, channel, noise, decoder, and receiver. The later version of the theory by Warren Weaver added a seventh concept (‘feedback’) which changed the model from a linear to cyclical model.
The sender encodes information in a message and sends it to the receiver through a channel. The message is sent in codes through a medium. The receiver has to decode the message before understanding it and interpreting it. The channel can have interference and the receiver might not have the capacity to decode the information which might cause barriers in communication process. The interference in the communication channel is noise whereas a response from the sender would be the feedback.
[bookmark: _Toc29223110]Communication Skills needed in the Workplace 	
Communication skills are generally acknowledged as being critical for business professionals. Our personal lives and careers do not just occur; they transpire as a result of our communication with people. Whether we are writing, speaking or actively listening, our communication with others contributes to the way we perform our duties (Cottrell, 2010). Communication is more than sending and receiving or reading and writing; communication is about sending the correct information, the way it is presented and its context. Following instructions, providing feedback, identifying problems and suggesting solutions are all forms of communication. (Mullen, 1997)
Taylor and Humphrey (2002) identify the ability to communicate effectively with stakeholders, managers, and colleagues is always an essential whichever industry you choose to find employment in.  It is expected that employees in the digital age know how to efficiently transmit and receive messages face to face as well as via telephone, electronic mail, and social networking services.
[bookmark: _Toc29223111]Workplace Example – Applying theory 
I was once working as a call center operative for a company called CCI international, where we were selling broadband packages and telephone services over the phone. On the department floor we had approximately thirty sales staff that one supervisor would be responsible for. In addition, many of my colleagues were from various ethnic backgrounds and English was not their first language.
Employees are given practical training on the job about telephone manner, code of conduct and what to do if you need assistance but with the high turnover of staff, training is sometimes rushed and often new employees are put on the phones to do the job without adequate training if the phone lines are busy.
One day I had a new starter sitting next to me, initially they were supposed to shadow me and learn how to operate the phone and sell products by value as opposed to price. The phone lines became extremely busy and without being able to learn enough to make calls effectively the new starter was put on his own phone on the desk next to me to start selling.
After some point I was on the phone closing a deal when I saw my colleague next to me waving at me frantically. I could not assist him as I was already in mid conversation with a customer. The supervisor had been shouting from the other side of the room which was absolutely normal, however I was unable to realise that he was directing me on how to assist the new starter. Even though I did my job to the best of my ability and as instructed to as per my training, I was left feeling demoralised and doubting my own abilities.
The communication challenges I faced were numerous including an overall lack of communication, new undertrained employees, language barriers, noisy environment and a lazy supervisor.
The Shannon and Weaver model of communication can explain that these problems occur due to a breakdown in communication. The supervisor was the sender, sending information via verbal communication i.e his voice (the channel). I was the reciever and decoder as he wanted me to act on the information in his message. (Businesstopia, 2018) Unfortunately the message doesn’t reach me as there is a disturbance being the noise, which is the physical background noise of the call center hindering the message from being decoded. 
My supervisor should have overcome the barriers in communication by requesting feedback; making sure his message was received and understood wholly and I was in fact acting upon his information sent by helping the new starter as instructed. Training could also be carried out in a less noisy environment such as a training room. Feedback can also be sought from new starters on how they feel training went and their readiness to commence selling on the phones.
[bookmark: _Toc29223112]
 Conclusion
Communication is the act of transmitting information. Information can be thoughts, ideas and emotions. Effective communication enables a job to be done well without confusion and avoiding conflict. Individuals with good communication skills are deemed as employable by large profitable organisations. The majority of our communication is non-verbal even when we are communicating verbally.
We must identify the barriers of effective communication and tackle them as they arise. Communication I important to effective teamwork as it ensure all parties involved are aware of their roles and that everyone is working towards a common goal.
An effective communicator is aware of any barriers and reduces their effect by constantly ensuring his delivered information is understood and offers relevant feedback.
Communication is more effective when feedback is applied. With feedback an option for questioning is provided which leads to clarity. 
The failure to provide feedback has many impacts, for instance, individuals may believe that their work is satisfactory and that there are no ways to improve. Employees value feedback, especially when it is given by a superior in an organisation.
It is a prevailing occurrence in many organisations that some individuals suffer from poor performance in consequence of not receiving feedback. 
Feedback is the most cost effective and influential but also the most underestimated communication tool that we have available to us. It aids individuals to correct their errors and assists them to know how their performance is perceived by others. Feedback can help clarify and motivate. Good communication has close correlation to employees being satisfied and productive. Team members like to feel a sense of involvement and identification within their organisation. Effective leaders have good active listening skills and understand the effect that their communication has on others.
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Student Name: O\'Y\PIH HUNTER studentID: \RJ 8066

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.

Feom: Oman Husker  Coman hoater@ b ompaay. 0. )
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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
yearsold. 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 I 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

Lseejng her tomorrow!". The child broke down and cried.

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

Mary's calming wprds  were not having eny effeck o her
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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.
1 Why was Sally upset? .
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ExeruseZ Writing an e-mail ‘\\
You are a teacher of Communication and have received this e-mail from one of your students:

Dear Sir, (O§i i

I am writing to you because | am confused about Communication. h&
Could you please explain:

1.What Communication is: —Vlqu\N

2. The Shannon-Weaver model. D
| 3. What is meant by non-verbal communication and why it is important.
| Many thanks, A
‘ Lucy Mars. . \ <.t
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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MARIA and PEDRO

Pedro works on a building site and Maria is his wife.

One day Maria phoned Pedro.

‘Hello, Pedro, when you're coming home, see if you can get me a chicken.’
‘Okay,” replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.

‘Here — in the sitting room,” she said.

When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.

The one | asked you to get on your way home.”

Oh, no! I thought you said when | come home | will see you in the kitchen!

Q: How could this have been prevented?

Q: Why do you think Pedro misunderstood Maria? {> L

Q: Whose Model of Communication explains this confusion and why? g)} / \\\QS
/ o

Q: Whose Model of Communication explains how it could have been avoided? /)//
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ETW Term 1 @SS - 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 deadhne by which they must cease activity as a main dealer
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1.ldentify stakeholders (individuals and group&e;‘m orcnd . w
2. Create a communications strategy. e W e
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

M (‘vm(m

" Smtemn‘)‘ R
L e W
-

" 5
g Gy dyiidd

3.018
o G
Messegd-

S X
RS (omms @ 1




image9.jpg
Worksheet..........ccoorcorrrcenennd Your Name..Q.”.”.‘i ........ '/ ....................... grl _@_ 3_4_5_6

Communications Strategy.....Your group’s ideas.......cccevrencnns Other groups’ ideas

{ €
Communications Strategy Yo v, Provide ému} w‘,\/l«; 1,({,\/\ & Coast
Wi ‘ 55 =
Plan ceast actvit B "Y’\LCQ(D Brand & seke dest for e osIe

[‘MDCM(;MM/FQCE ‘(vgceicd\dg\ﬁa,%gnesfﬁ}e&myce«ul (or wcf(l.((a““ fom via  meely 4 ki\:':\\ ¢

"/T@Qﬂw;—ﬁ smud Reend Owte 3 Qonegee & l&f)
g, Chyese Enndes. Lar pared G ey

Communications Goals T
V;M;pmﬂ/m,\ ‘Q’\ Ciarilpeeron o wu/‘l&u M
Communications Objectives Ak ~

Cease  ofératen oo fMU by desdlbs

P ‘ sS Elechnic Cor Reardd
Swﬁdo\%:\,@%ﬁ bb:’f"“ okt 4 e hy‘“" gt ease hed
Words 3| reqrel B o © T

; ; a, mlpre Tesam
Messages vers s

& d
o — New Clandse Flecwe @ene* A
Media ¥ i S (Vﬁ) |

MC«AO:’)@P\E/\k [
e~ \
Briefing |
Who B !C\/\\MJC ElecWﬂL (e/ gmw’( %YV\W @w,\u) wwwv(& S—
o "@ el deacllina Before deadlim Asie
- i TR S ouce E(("L,\‘Vlg_ dea
T ity - — iE\/Ml“\ MC(,V\ (nm\gm
ol Ne- P’“"“‘S eal Men b (east i) | "t e o ol eo
- \ ( \ -y, ’W‘ny\smfmu BN
How \VE avn Yoo s ‘ Ault ‘w‘},
\E\e;\ML Con  afir - hs \m{\\{uﬁ\«’ﬂ g\'\f.\il o{ul |
| g deadlinon | et Govapes
Refer } | and talor Gl pa([\é( i

Maund et al. 2017 Chapter 3 Chapter 4 and C‘hapter 5

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

Professional Context”

Morgan 2017 Cultural Difference p.285

g 3
W/

\;\V

/





