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Effective Communication Within A Business
Effective communication in a business enables it to run smoothly. It can build up a sense of trust between management, staff and its clients/customers. Being able to communicate appropriately will increase a business’s chances of succeeding by ensuring everyone is working towards the same goal. It creates a good rapport where constructive criticism and effective feedback can be given. Methods of communication may vary, depending on the size and structure of an organization. For a small business, getting all workers together may be relatively straightforward, and having everyone in the same room, hearing the same message and being able to question, discuss and feedback can be fairly readily undertaken. For larger organizations, where staff may be working shifts, on multiple sites, perhaps in different countries, with various languages used, much greater effort is required to have effective communication. In these circumstances, written communication (perhaps required in a range of languages), many meetings, but with the same ‘script/message’, PowerPoint presentations, conference calls or webinars can be used to spread the word and glean feedback.

Feedback gives an opportunity to make sure the message or information given, sent or said was received and understood, depending on the method you have communicated. The receiver then has an opportunity to ask questions. It enables there to be no confusion between the sender and the receiver as information can sometimes be misinterpreted by poor body language, lack of understanding of the language used, jargon, or lost within the channel.

A business needs its management and staff to be on the same page for maximum business and service efficiency; it then reflects on the quality of customer service given to their clients or customers. Feedback from clients and customers helps to improve the quality of services provided by the business. This can be done formally, e.g. questionnaires/Survey Monkey or informally, e.g. chatting to clients/customers when serving them.

Management and staff need to have mutual respect and understanding of each other, or this could lead to a communication breakdown which could lead to having detrimental effects on the business. A business needs its staff members to have a willingness to participate and be able to learn from others, if necessary. For this staff members need to be able to listen and communicate effectively.

A staff appraisal gives an opportunity for management to be able to exchange thoughts and views providing feedback to staff on how they are performing within the company. Also for the staff member to feed back any concerns of difficulties they may be having in their role, and for both to identify any training/development needs, and finally, to set objectives for the next period of review.

Staff meetings are more of an informal way to bring groups of people or all staff members of the business together to share views and suggestions and feel listened to. Some people within a business prefer an informal method of communication – discussions/verbal feedback; others prefer written information and greater time to absorb and reflect on information provided before being able to respond. Management should be mindful of this so communication is most effective and less likely to break down. Sometimes, although a more formal communication method, for certain situations is necessary, such as when clear instructions need to be given or formal consultation undertaken when records of proceedings need to be taken and retained.
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There have been many theories of communication. The Shannon and Weaver Model of Communication (1948) is a technical linear model. Shannon was a mathematician and Weaver was a scientist, and together they created this theory. 

Shannon and Weaver was developed to enhance how we communicate and how to do this effectively. It explores the areas of what can interrupt the channel. We often do not understand the message as ‘Noise’ interrupts the channel. Shannon and Weaver have five main elements to their model.

The sender creates the message also known as the information source. The encoder is where the messages get transmitted and created into signals or waves. These can be transported as data through cables or satellites. The channel sends the message from the encoder to the decoder. The decoder reverses the process of the encoder and changes the signals and waves back into the messages that was sent by the sender. Finely the information/message is received by the receiver. This is a linear model of communication.

Looking at other models of communication such as Schramm’s model of communication (1954) - he has a circular approach to communication and understands that the sender is just as important as the receiver. The receiver of the message is then able to confirm they have received the message that was sent and it allows them to give feedback and have the opportunity to ask questions and gain a better understanding of the message sent.

Berlo’s theory (1960) of communication is a minimal theory and only has four parts. Source, message, channel and receiver. Berlo explains that the source and the receiver need to have a mutual understanding to be able to decode the message being received. Many factors affect our ability to be able to receive a message. Channel interruptions such as noise. Language, if we do not understand the language we are being spoken to in then we cannot decode the message.

Another theory I have researched came from Aristotle (300 B.C.) - this again was a linear form of looking at communication. His model of communication looked at the speaker, speech (occasion), audience and effect, although his main focus was the speaker and the speech. This theory does not show the importance of feedback.

Feedback should be given and seen as an important part of communication so that the sender can clarify the receiver has received and understood the message sent. The receiver can then in turn confirm they have understood, give feedback or uses it constructively in how to better themselves. It is very important in our modern world, where we are surrounded by technology and many components that interrupt our channel. Signal interruptions, language barriers, distraction are all factors that can disrupt the information being told and therefore not received correctly. Feedback can be given in a verbal or non-verbal form.

[bookmark: _Toc25682026]Effective Communication Within Own Workplace

I work in a nursery and feedback is a key part of my role. As a care giver we give daily feedback sheets to the parents/cares of the children we look after. This allows them to see and have a summary of what their child has been doing throughout the day; what they have eaten and how much of it; when they have used the toilet or had their nappy changed. Any highlights/accidents and/ or concerns. Staff members change rooms throughout the day and feedback sheets are also a quick key to see what the child has done and how they are getting on.

I rely on feedback to know how to improve my service as a care giver and my manager uses it to help improve her staff in the setting, and our service as care givers. It is important to have different insights and opinions in order to use these effectively and constructively. Feedback should be positive and can be used to maintain and improve levels of service.

Without feedback children’s individual needs may not be met as we have no reference of their development. Major concerns could be missed and appropriate safeguarding measures would not be put in place to help protect that child. Feedback can also show how well a child is doing and can set a new target for a child to extend their capabilities.

Child feedback in also important - a child will let us know whether they enjoy an activity. This could be done verbally if a child is old enough to communicate or non-verbally with a lack of interest to that activity if they are not capable or at an age to verbally communicate effectively. Children with communication challenges could be asked to indicate their feedback using a happy/neutral/sad face. This helps us to be able to change the way I present an activity how to make it more engaging and inclusive for all children to be to take part and support the certain areas of development.

I rely on feedback from parents to gain insight and knowledge about a child, their likes and dislikes, such as if they are OK when they are dropped off to nursery and if they have had breakfast. Parents are able to give us information about their child, and I use this information to help settle in children and be attentive to their needs

Overall feedback is important to keep a smooth-running nursery where everybody is informed and everyone has an important role to be able to communicate effectively to give the best quality of care.

For the organisation (nursery), information about things like what to do in an emergency, what time children have lunch, rest breaks, etc., which children go home when, ensures whatever the situation, the staff can be professional, can explain things to children, and can be calm and prepared in an emergency.

The most relevant theory of communication to my place of work is Schramm’s (1949) model as he identifies the importance of feedback to confirm understanding of the information being told to them. This allows there to be no confusion or misinterpretation to be able to give the best service and care to our children where staff members management and the families involved all hold a key important role. 
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There are many, various ways in which we can communicate verbally and non-verbally. As the saying goes it is “not what you say, but the way you say it”. Body language plays a major role in our non-verbal communication.

We use our verbal communication to share and express ideas, thoughts, feelings and sharing of information. Non-verbal communication includes, letters, emails, text messages.

To be able to communicate with a deaf or hearing-impaired person, sign language and clear body language is the most effective way to communicate, or written communication would be the most appropriate form.

An individual who has a sight impairment or who is blind will be unable to read non-verbal communication or be able to view body language. Verbal communication or braille will be the most appropriate way to communicate. This may include describing any illustrations, film clips, or other visual images which the person cannot see.

Makaton is also an effective an appropriate way to communicate for an individual who is unable to communicate clearly and effectively by verbal communication.

Emails are good form of communication and can be sent to various people at a time. Emails get stored within a data system and can be easily accessed from various locations by logging in to emails. This makes it easy to refer back to without the loss of paperwork.

Letters are a traditional way people communicate, years ago these were handwritten now in modern times letters are typed up and electronically signed. Letters are a formal way of passing on information.

Text messages are sent as a quick, convenient way to pass on small amounts of information or feelings, although the writer needs to be careful in how they word succinct messages as sometimes the shortness of the message can seem abrupt or rude. Appointment reminders are now sent via text messages as often appointment letters get misplaced.

Webinars or YouTube recordings enable the same message to be communicated by one person, perhaps the Chief Executive, or another manager, and viewed/heard by everyone either in groups or individually.

Written and recorded information can be read/listened to/viewed repeatedly if someone needs time to assimilate what is being communicated. It is important that information is clear, ideally succinct, cannot be misconstrued, and meets the needs of its audience. Therefore the language used needs to be accessible and not contain difficult to understand words or phrases (e.g. avoid Latin terms which my only be understood by very few people), not contain jargon or abbreviations which are not understood throughout the organisation and meet the communication skills of all workers.
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Communication lines between management and staff should always be open. Management should use the appropriate tone of voice as not to come across overpowering and arrogant. Both formal and in-formal communications can be appropriate in certain situations as employees may need extra support and a friend like figure. For such as a disciplinary, a more formal approach is suited.

Body language can often give out mixed messages and employees can feel they are not being taken seriously or feel overwhelmed with the atmosphere.  

Setting up a room can affect how staff feel about how they are being communicated with by managers. If a small group, sitting in a circle feels far more inclusive than having mangers behind a table, standing at a lectern, or being on a stage. Large meetings may require a stage or screen in order to be seen/heard, but then it may depend on the organisation how the hierarchy wishes to be viewed by staff in the way they present. In such as the armed forces, status and hierarchy with a command and control way of working may not be an easy ‘fit’ with modern ways of working and motivating staff, but conversely, having extended consultations may mean that decisions and moving forward can take an eternity, and often managers taking a clear lead is appreciated by staff.

Getting the work/task done is the most important thing, and depending on the type of organisation, and the service/business undertaken, managers are likely to adjust as to how they should best communicate with staff to deliver the business aims and to maximise profit and/or get high customer satisfaction.
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In conclusion, the models of communication still are relevant today and it outlines how communication can be made effective and the many elements that should be taken into consideration. How interruptions of channel can cause confusion or the message/ information not being delivered and why feedback is important.
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