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Introduction

In this report Communication and the importance of it in the workplace will be reviewed and analysed. Examples of positive and negative communication as well as why it is vital for a business will be given. Those examples will be drawn from research, online articles and textbooks as well as in-class work. Both employers and employees’ samples of communication values will be discussed, and a personal example will also be given. The goal of the report is to show good understanding of the concept of communication and why it is important, especially in a business environment.  Also, to provide readers with more information on the topic. 




What is Communication

According to (Andrew Maund, 2017), communication means two or more people exchanging information, thoughts or ideas resulting in mutual understanding. For communication to occur at least one sender, one receiver and a message are necessary. Messages are transmitted via mediums, which could be an oral conversation, a non-verbal one, a written one and electronic.  When the receiver(s) fully understands exactly what the message of the sender(s) states, that is meaningful conversation.

Communication is key for successful execution of almost all everyday-tasks and in general living life as it is today. Whether you are the owner, manager or any member of staff in a large or small business it is very important that your communicational skills are well developed. Having such skills will greatly benefit an individual overall, since interaction with other people plays an important role in everyone’s life.


Communication in the Workplace

One of the aspects of our lives in modern days that requires the most communication and being good at it is the workplace. It is there that members of staff communicate with each other, with customers, business partners or any other company associates. In most types of businesses communication is in the core of the entire operation. 
Kimberlee Leonard very well explains how important it is to have good communication in business. Some of the examples include building relationships with members of staff, contractors as well as new and long-time clients. The article shows an example of that by referring to the language used to converse with all these different people. It is beneficial to be able to recognise the level of formality in a conversation you are having. A change in tone or slang used in an e-mail or phone call might be impactful to a business deal in both positive and negative ways. (Leonard, 2019)
In the article (Leonard, 2019), it is also shown that building relationships with your team is to a large extent based on how you communicate with each other. Managing a team that has no or limited issues in that aspect is far easier than one that fails to build a positive work environment for themselves due to miscommunication. That is because a team that is united and able to work through arguments respectfully is a lot more productive. Such a team is able to focus their group efforts towards a common goal and organize quicker and easier than a team that has many disagreements and simply cannot cooperate due to lack of communication skills.
 As a business owner it is vital to be able to treat employees with the respect they deserve and be kind. That enables members of the workplace to feel more confident about themselves and possibly encourages them to step forward and present new ideas. They will feel that their opinion is of matter and their potential is recognized. 
However, showing authority is important, because failing to do so may result in workers not committing fully to tasks presented or even not taking them seriously. Potentially it might lead to low levels of productiveness and quality of work done. Also displaying forms of disrespect towards the company and the owner is a possible consequence from poor communication. 
Models of Communication

There are three different models of communication. They all share similar basics, but according to the time they are introduced some details are added. Those models are: Shannon and Weaver (1948); Schramm (1954) and Berlo (1960). This report will focus on the Shannon-Weaver model and will also use it to set an example. 

The Shannon-Weaver model is a linear model of communication that provides guidance and understanding on how messages are sent and received. Its ability to reveal how messages could be misinterpreted and mixed up is what it is best known for.
In the 1948 article “A Mathematical Theory of Communication” in the Bell System Technical Journal by Claude Shannon and Warren Weaver, The Shannon-Weaver theory was first introduced. Claude Shannon himself describes the goal of this model in the article: 
“The fundamental problem of communication is that of reproducing a message sent from one point, either exactly or approximately, to another point” (Shannon, 1948).  He used this model hoping to identify the pressure points where communication is distorted more effectively. The model was developed by Shannon in order to improve understanding of communication via telephone and possibly better the quality of phones. 


In the diagram attached below, it can be seen that the Shannon-Weaver model follows a linear concept of communication:



[image: ]On the far left there is the sender. They or it (an object, or thing) has the information to begin with (the ‘information source’). In order for the process of communication to start, the sender needs to choose a message, someone the message will be sent to, and a channel trough which the message will be sent. (Drew, 2020) 

Second on the left is the encoder, which is the tool (or person) that transforms the initial idea turning it into signals which can be from the sender to the receiver. Originally the Shannon model was designed with the purpose of explaining communication trough phones and computers  which rely on codes like binary or radio waves to encode our messages. (Drew, 2020)

In the middle there is the Channel. The channel of communication (also called a “medium”) is the infrastructure used to transmit a message to the decoder and receiver from the sender and transmitter. (Drew, 2020)

Underneath the Channel there is the Noise in this diagram. It is what disrupts a message that is on its way from the sender to the receiver. Its name ‘noise’ comes from the idea that it could interrupt our understanding of a message. There are two types of noise: internal and external. 
Internal noise means that a mistake occurred while the sender encodes the message, or the receiver fails to decode it. 
External noise is when the message is disrupted by something external (not under the control of the sender or receiver). (Drew, 2020)

Then there is Decoding, which is the opposite of Encoding. Usually there is a device that can decode all messages from binary code or radio waves into a different format that is understood by the receiver. (Drew, 2020)

On the far right is the Receiver which is the final destination of the message. 
That is when the message (or what remains from it after accounting for noise) was received by the person.  (Drew, 2020)
 
Finally, there is Feedback. It occurs when the receiver has responded to the sender and the communication loop is closed. (Drew, 2020)

Communication at my Workplace

In this part of my report, I will review the communication in the restaurant I work at and present an idea that will leave a positive impact on it. I will do so by using the Shannon and Weaver model of communication and an appropriate diagram I have made. The issue that will be analysed is literal noise. The source of the noise in this case is the environment. Using this diagram, I will present the issue. I believe it can be solved by implementing some changes to the Encoder and Decoder. The solution suggested would be a change in the means of communication (mediums).

[image: ]


In present day hospitality is a thriving business and venues tend to get very full and noisy due to customers’ conversations, music and other factors. As a potential business owner and a current employee in this field, I have noticed how hard it is sometimes for staff members on the floor to communicate. Occasionally it is even impossible to do so verbally. In cases like these it becomes difficult to execute duties efficiently, which could lead to clients being unsatisfied. The reason why it becomes hard to communicate is not only the literal noise created by the people and surroundings. It is also because we simply cannot talk to each other over greater than 3 to 4 meters distances since it will disturb their conversations and their peace. 
In the event of having to communicate with the Head Chef or any other kitchen member it becomes even more difficult due to the level of business. Letting them know about important changes to dishes or needs customers have that need to be fulfilled is vital. Following allergen awareness procedures sometimes becomes difficult, while still extremely important.
Another example of the issue would be the inability sometimes to hear clearly what the customer is saying. This could result in placing a wrong order for them, leading to more complications. Having the wrong order could potentially affect or end someone’s life in the case they have an allergy or intolerance that has not been looked after in an appropriate manner. 
I believe that these are several reasons to introduce change on the means of communication.


My Suggestion to Improve Communication at my Workplace

I have over 5 years of experience in hospitality. These issues are something I have noticed even before I started working as a waiter. I have never fully understood them until I was faced with them on a daily basis. The severity of the potential consequences lead to me trying to find a way to improve communication between floor and back of house staff.

The solution in my opinion would be to introduce personal radio stations with a cable and an ear-piece for each employee while they are at work. This way during busy hours communication could be done easily and in private. Customers will be able to dine in peace, uninterrupted by waiters’ conversations. Important information could be sent a lot faster since you could talk to anyone who is on the same channel. Different channels for the different departments could be used. Which will lead to more effective communication between and within them. Especially in the cases where and order needs to be amended after it has already been processed. Or whenever one must be cancelled. 
In the event of a guest who has an allergy, consulting the Head Chef could be done instantly, which could be lifesaving depending on the situation. If for any reason actions need to be taken to help a person on the floor (guest or member of staff) the appropriate manager in charge could easily be contacted through these radio stations.
Tables’ availability could be discussed between receptionists and waiters and customers could be made aware of the time needed to prepare their seating. Items running low or out of stock could instantly be known by everyone once the Head Chef announces them on all the channels. Feedback to the kitchen and bar could be given a lot quicker through the radios as well.

Conclusion 

I believe that introducing this change would greatly benefit the hospitality business in general. The type of environment hospitality creates makes communication for everyone involved to a certain extent difficult. Implementing radio stations as means of communications during busy hours is a smart and inexpensive solution to a problem that has existed since the dawn hospitality. It will prevent potential complications during service and make it a lot faster. Faster service is something many people look for, especially in large cities like London where hospitality is thriving.
The change could be implemented in all types of venues, from fast food to fine dining.




List of References

Andrew Maund, M. S. (2017). Certificate in Higher Education: Skills for the Workplace Student Yearbook. London: Sage Publications.
Drew, C. (2020). Retrieved from https://helpfulprofessor.com: https://helpfulprofessor.com/shannon-weaver-model/
Leonard, K. (2019, 03 07). Importance of Business Communication. Retrieved from https://smallbusiness.chron.com/: https://smallbusiness.chron.com/importance-good-communication-business-1403.html
Shannon, C. (1948). A Mathematical Theory of Communication. The Bell System Technocal Journal, 379-423.





Appendix
                                            
image1.png
Sender

(information Source)

Encoder
| ->|  Channel
(Transmitter)

Decoder

(Reception)

Receiver
(Destination)

FEEDBACK

The Shannon-Weaver Model of Communication





image2.png
I M
t : :
Infornation 2| Tronaniter Destination
ource A A
6 G
E Conversation e
Bartender Bartender
Floor inanager F. manager
Head Chef Hedd Chef

Guest
Guest — /

Music, Distance
FEEDBACK

Verbal and non-verbal expression




image3.emf
04-30-2020-13.11.29 .pdf


04-30-2020-13.11.29.pdf
email English

1 Formal or informal?

You are going to write two emails on a similar topic, the first formal/neutral and the second
informal.

EMAIL 1

Write to a customer to tell them that the product/service they want is not available at the
moment.

Prepare the situation using the questions below. The information can be real or imaginary.

e What is your company’s business? What products/services do you offer?

e What is the particular product/service that you normally offer, but is not available at the
moment?

e  Why?
» When is it going to be available again?
 Who is the customer that you are writing to? Why do they need your product/service?

e Are you going to promise any action, give additional information, offer help, or simply say
that you will tell them when the product/service is available again?

Now write the email in a formal/neutral style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?

EMAIL 2

Write to a friend to tell them that you haven’t got something they want from you.
Prepare the situation using the questions below. The information can be real or imaginary.
e Who is your friend?

e What item do they want from you?
Ideas: they want to borrow a book that you have; they want you to make a copy of a CD
that you have.

e Why are you not able to give them this item at the moment?
Ideas: you have lent the book to someone else; your computer isn’t working to copy the CD.

« When can you give them the item?

e Are you going to promise any action, give additional information, offer help, or simply say
that you will tell them when you can give them the item?

Now write the email in an informal style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?

FOLLOW-UP

Exchange emails with a different partner.

Reply to the emails you receive, inventing any information necessary.

This material has been written to accompany email English, by Paul Emmerson. ISBN 1405012943

Th_is page has been downloaded from www.businessenglishonline.net.
It 1s photocopiable, but all copies must be complete pages. ane

Copyright © Macmillan Publishers Limited 2004,
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MARIA and PEDRO

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

One day Maria phoned Pedro.

f ’ . . * ’
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!

4Q: Why do you think Pedro misunderstood Maria?
2 Q: Whose Model of Communication explains this confusion and why?
2 Q: How could this have been prevented?

Y Q: Whose Model of Communication explains how it could have been avoided?
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