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Introduction
Communication is the fundamental tool that is used across the world in order to relate in any capacity to another individual (www.icao.int.2012_CMC). In this report the different types of communication will be explored including effective communication within the workplace and why it is important. This report will also look at how communication can be made effective in a business organisation, effective communication strategies and the relevant theories of communication (Shannon and Weaver, Schramm’s and Berlo, (1963). 

What is communication?
Communication is the act of giving or exchanging information or news by speaking, writing, listening, verbal or non-verbal (Foresman S, and Company, (1997). Communication will not take place in isolation it is usually a two-way interaction between two people or more and can be instigated by any individual. 
Why is communication important?

Communication is important because it is used to manage and develop interpersonal or personal relationships. It is important in the accomplishment of tasks, achieving goals and maintaining structure. (Maund, A, Schreik, M, Tinkler, P, (2017), chp3, p45).  There are different methods of communication; these are verbal, non-verbal, listening, written and para verbal (ETW, wk1, 2019).
Morgan, (2017) states that verbal or face to face communication are spoken words. This is the most common form of communication and mostly used more than all other methods of communication. Face to face is referred to as the most perfect way of communicating. Using verbal communication is easier to know if your message was translated in the correct way, because feedback can be requested right away from the other person. This will be explained further in the Schramm’s theory. Verbal communication can sometimes be perceived wrongly based on how it was said and in what tone the person used. There are different factors to consider when communicating verbally and some of these are; tone of voice, how loud or softly spoken, language used, or the speed used when speaking. The tone of voice used in communicating can sometimes determine how the message is received. For example, if an individual is speaking to someone about something romantic, they would more than likely use a soft, gentle tone of voice. However, on the other hand, if the individual was scolding someone, they you would use a more direct tone. 
Non-Verbal communication is also known as body language. Body Language is not what we say but what we do and how we use our physical expression to communicate what we want to say or how we feel. This also reflects our behaviour. (Morgan P, (2017), chp12, p243). Another way we use non-verbal communication is through eye contact. Our eyes and ears are used for effective listening as this helps us to focus on the person speaking. Sign Language is a visual form of communication. This helps people who are deaf to communicate with those around them. Just like a verbal language it has rules and structures that has to be learnt in order to communicate effectively (www.sense.org.uk). 
Listening is hearing some form of noise or sound and also a very important means of communication. When we listen, we should give our full attention to show the person that we are interested in what is being said. Effective listening is when you concentrate on what you hear and process the information. However, distraction like noise, weather and environment will break the attention from the speaker to changing the environment (https://study.sagepub.com).

Written communication are letters, emails, memos, social media and reports. Written communication focuses on the words that we chose to use. (Morgan P, (2017), chp12, p248). In order to present successful written communication certain factors must be considered such as the words, sentences, paragraphs, language and tone. Words should be clear, accurate and brief to reflect what is meant to said and decoded correctly. (ETW, wk4, 2019). Para-verbal is how we say the words we use, including what emotions we are experiencing in the situation.
Model of Communication
The Shannon-Weaver model of communicate was developed to improve technical communication and to maximize telephone capacity with less noise as possible. Shannon argued that there are six key concepts in communication; source, encoder, channel, noise, decoder and destination. (https://helpfulprofessor.com).  In this model the sender has primary role and the receiver has secondary role. This theory talked about the information source which formulates the message it is then encoded; the encoder transmits the message. The encoder decides what channel the message will go through and chooses the channel of communication wither it is verbal or via technology. Noise does affect the information channel example the weather, traffic or a noisy environment (Shannon, C.E, and Weaver, w, (1949), p18 2.5.) The signal then reaches the receiver who decodes the message has it reaches its intended destination. Shannon model is figuratively represented in diagram 1.
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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. 5

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?
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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 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.
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Diagram 1: The Shannon-Weaver Mathematical Model, 1949
The Schramm’s Model of Communication 1954, this theory was looked at and only showed the encoder, message and decoder. The encoder who interprets the message to be send. The message is then sent to the decoder who is the interpreter of the message that was sent. Schramm’s theory doesn’t include the noise source or the channel for sending a message. What channel the message will be sent through? How the noise source can be barriers that affect the message. This theory is a two-way exchange not one way. Diagram.2
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Diagram 2: Schramm’s Model of Communication, 1954

Berlo’s (1960) was also looked at and he talks about the sender, message, channel and receiver.  Other factors which affect these modules are culture, content, hearing and knowledge but he did not observe the noise source, barriers, feedback and most importantly instincts as a channel was excluded. According to this theory the sender and receiver must be identical (Businesstopia, 2016). Diagram.3  

	Message

	content

	elements

	treatment

	Structure

	code


	Source

	Communication skills

	Attitudes

	Knowledge

	Social system

	Culture


	Channel

	hearing

	seeing

	touching

	smelling

	tasting


	Receiver

	Communication skills

	attitudes

	knowledge

	Social system

	culture



Diagram 3: Berlo’s Model of Communication (1960)
Communication between Management and Employees
Adair, J (1997) argued that one of the most important tools in management is effective communication. Within a workplace setting communication is very important because the employee needs to be aware of what is expected of them. Clear information needs to be given in order to accomplish the expectations of the organisation. Documentation such as contract, job description, hours of work, salary, duties, company policies and procedures, structure salary for holiday pay, sick leave pay should be available to employees. This maybe in a contract or an employee handbook. The best type of communication for a workplace is written communication.eg, a contract, emails and memo. 
The 7C’s strategies is an effective way of communicating it should be clear, concise, constructive, correct, coherent, complete and courteous. Management should practise to use these communication strategies effectively (Anon, (1994), vol 12, p19). Communication can have a positive or negative effect based on the culture of the organisation and whether the organisation is open or closed. The tone and choice of language used, how you are being spoken to and whether management conduct themselves in a professional manner (www.oureverydaylife.com). 

The physical distance between communicators indicates the type of relationship they have. Things such as body angles, touch or eye contact will reveal the familiarity between people. Proxemics is a theory of non-verbal communication that explains how people perceive and use space to achieve communication goals. This is used in many businesses to arrange conference or meeting rooms so employees and management will feel comfortable (www.communicationstudies.com) 
PROXEMICS

  Figure 11.xxx Proxemics: Seating Arrangements and Interpretations

[image: image4.jpg]DOOR





Importance of Effective Communication in the Workplace  
Effective communication is the ability to interpret or become aware of something through the senses. (
Oxford dictionary).  Individuals receives information first through listening, then secondly that information is interpreted, thirdly the information is evaluated. Separating the facts from the opinion then the response is final. Effective communication should have the elements of objectives, action and control, which is a planning sequence.
 (Anon, (1994), The International journal of Bank.)  The ability to communicate effectively can be developed by acquiring certain skills; Listening skills- how a person listens, do they listen with their eyes and ears? do they give their undivided attention? 
Non-Verbal skills - body language this includes the expressions on a person’s face, hand movements how they move their body when speaking. Para Verbal skills- the way how a person says their words is it clear, loud, soft, angry, strong or pleasant. Verbal skills- the words a person choose to use, are they tactful, informative, correct, concise. Written skills- the way in which they write, the writing style. (BMSK4002, ETW, wk3). The purpose of effective communication is very basic as it is to instruct, inform, entertain or to influence. 
An example of effective communication is within my workplace we use different methods to transmit information in order that everyone can function in their role effectively. A few of these methods are; reviews, feedbacks, training, courses and appraisals for improvement and support. Within the workplace communication is vitally important to inform staff about overtime, reduce hours, promotions and more responsibilities. It is very important to have effective communication to be able to handle sensitive communication such as redundancy, retirement, maternity-paternity and bereavement.  
Presently at my workplace we use a system called Nourish which is designed for communication from our head office to the different branches, clients’ daily activities, reports and keeping records. Communication between management and staff is done via WhatsApp. This system has its advantages, but I think it should be used as a secondary method instead of the primary means of communication.
A useful form of communication to implement at my workplace would be a dedicated email system where time sheets and rotas could be sent to individuals and any concerns could be raised on email. The benefits of this is that there is a written record of every incident for audit purposes, also each person would be clearer about what shift they are on.  
Role of Culture in Communication

The word ‘culture’ alludes to the complex collection of knowledge, folklore, language, lifestyles, customs and beliefs (www.encyclopedia.com). The role of culture in communication, is that an individual must know the group of people they are speaking to and what they are thinking. Cultural differences can cause behaviour and personality differences like body language, thinking, manners, norms and attitudes can lead to miscommunication, as most of our actions are influenced by culture (www.businesstopia.net). 

Conclusion

In conclusion communication is principal in human nature. This portfolio demonstrates the importance of communication and the negative and positive impacts it has in our lives. Evidences is shown of the different models of communication including in-class exercises. We have focused on communication in our own workplace and between management and employees. We have shown the advantages and disadvantages of communication and why we need to have effective communication strategies and skills.

I have learned how communication can be affected by culture, body language, listening, tone, and how important physical distance is in communicating. In essence, humans could not function effectively without the skills of communication.
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In-class exercise 1

Student Name: Cﬂﬁ&& [ﬁ/ﬂﬂbél( studentiD: 0O 85 37’ )
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 wquld 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. 5

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?
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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 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.
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