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Introduction
The purpose of this report is to demonstrate my understanding on communication skills. I will be giving different analyses of communication and show some examples that can be referred to this report, including my own experiences or friend’s experiences at the workplace ensuring that this report includes well detailed analysis that can eventually be understandable to the reader. In this report it will consist different topics that are relatable with communication. I will then be giving a brief description on what is a communication and within this section I will be talking about the two different types of communication which are verbal and non-verbal. In addition, I will be adding some diagrams that can eventually explain my points better demonstrating each section in detail. 

What is communication?
Communication is the ability to speak, and the ability to exchange information within other people. Communication does not only consist orally. Communication can be used by other forms, such as verbal communication and non-verbal communication and within each verbal and non-verbal consist different parts. Orally and written that goes for verbal communication and gesture, touch etc. that goes for non-verbal communication. To have a successful communication it consists two parts an encoder and a decoder. The terns of encoding and decoding it general means the ability of a clarification in communication. Encoding is someone who constructs and sends the message and decoding is someone who receives the message.

As you can see on the diagram above it contains different ways of verbal communication and non-verbal communication. According with the internet resource for a communication to be successful it involves three steps a sender, a message, and a recipient. For example, the function of the sender is to encode a message that it can be a mixed of both verbal and non-verbal communication transmitting it to the recipient which it will then decode the message.
I will be giving a brief personal story about communication at the workplace ensuring that whomever is reading can understand more the conception of communication.
It was in the middle of the week, if I’m not wrong on a Wednesday when this misunderstanding happened at work. I work as a receptionist at a hotel and being the head of the hotel (receptionist) it requires a lot of training like the ability to meet and greet visitors, having a good customer service skill. Therefore, I was doing my job and an old lady arrived with her husband around their 60’s, her husband unfortunately had hearing impairment. Due to this fact my ways of communication would have to change, I had spoken much slower ensuring that the couple would understand my instructions, so I started to check them in and asked the old lady would you prefer a room which is more accessible for you guys or you want a standard room? The women immediately answered no, me trying to reinsure them I asked once again, the old lady turned to her man and started to comment things to her husband. The husband started to use an aggressive body language that it wasn’t really appropriated, saying that I was being rude and judgemental towards them. I then had to allow more time to explain that I was only reinsuring them if them wanted an accessible room or not, because the rule son the hotel it states to give priority to elders and children. Therefore, I was following the rules of my workplace. The couple had apologised that it was a misunderstanding that it was the old lady’s fault for not paying much attention to what I was saying and transmitting the wrong message to her husband. Its then that I accepted the apologies carried on with the check in and ensured that if they needed anything else to call down top reception so I could assist them.
Why is it important in management?
Using my own knowledge, I can voice that the importance in a management is the ability to set and achieve the respective goals that each person sets in life. The word management itself says that the ability to process on dealing with things and other people. For example, on a business environment is very important to have a good management on things like planning, staffing, controlling, organizing and leading. Having those points that I stated above can lead for a business to be successful. 

	Planning- planning in a management is very import for example, when thinking of planning always consider of the correct goals that you want to set on a business make sure that you determinate the right abilities that will be useful for the business plan. Strategies is also a good thing to take into consideration as it lets you decide on what resources you will be needing to use in order to achieve the goal.

	Staffing- The ability to be able to recruit correct responsible employees that it can possible occupy the correct position within the company.

	Controlling- The ability to take action towards yourself when needed helping stablish standards so you can make good decisions.

	Organizing- The ability to be well organized, working with others in relation to establish a good relationship with the work colleagues to achieve the organizational goal. For example, at a workplace it is always important toe stablish a good relation within every colleague, it ensures that everyone has a healthy environment to work at as well as the possibility of having discussions of new ideas that can be beneficial for the business.

	Leading- The ability to have a constructive way to lead a business as well as giving inspirational vibes that can lead into a motivation and persuading people at work to have a good communication skill involving great ways to lead a business.



How communication can be made effective in a business organisation.

Shannon and weaver- Using my own knowledge I will be giving a brief description about Shannon and Weaver. Shannon and Weaver is a designed formula that develops the effectiveness of co0mmunoication between the encoder and the decoder. Shannon and Weaver various in different aspects like sender, encoder, channel which is the message that is being send, noise, decoder and the receiver.

[image: Image result for shannon weaver diagram]


Berlo- Berlo is an SMCR model of communication, it stands for sender, message, channel and receiver. Berlo mainly describes the form of the process of communication, it is basically the expansion of Shannon and Waver, this form is a more advanced process it emphasises the form of coding and decoding you can use it for a more effective advanced, prolonged communication.


[image: Image result for berlo diagram]
In comparison with Shannon and Weaver you can see that Belo is a more complexed version on the diagram. As showed above Berlo gives more context on how to communicate it shows different ways that a person can use to have an. Affective communication. As in relation to the Shannon and weaver it shows a minimal way that a person can communicate effectively.

Giving a personal work experience and analyse.
Sender- Maura (receptionist)
Encoder – hotel reception telephone 
Channel- phone cable 
Noise – background noise 
Reception – costumer telephone 
Receiver- costumer (he) / home friend

A costumer had called in to the hotel reception looking for some help. I picked up the phone and answered it “hey, its Travelodge tower bridge how can I help”. Sooner the costumer had replied, he wanted to know how to book a nice quite room for four nights. Immediately I responded with such manner and asked him “can you please repeat it again I couldn’t understand what you were saying” As the costumes wasn’t an English spoken and to top it up, he had plenty of noise running at the background.
Suddenly the costumer took it the wrong way and started being rude. Me following the good rules of a good customer service I adjusted myself being patience and having the ability to have an effective communication towards customers I began to explain slowly ensuring that the customer was understanding everything that it was been said. The customer then apologised as the he had realised that it was wrong the way he had spoken to me. He then gave the phone to his friend as he knew more English than him. It was then that everything about booking in a room was clarified and the costumer was able to book his room for four days.


The importance of effective communication
Referring to my own workplace experience I will be giving a short story that includes the importance of effective communication in combination with the methods of communication along with how does communication work between Management Employees and what’s the purpose.

I work as a receptionist at ta hotel and my main duties in this sector is to have a good customer service, the ability to respond to guests request and complains. As a receptionist I have to ensure that when dealing with guests I have to be professional and well-mannered making sure that I understand the importance of verbal and non-verbal communication.
It was a Saturday night when I arrived into work, set it my stuff down and right away logged in into my computer ready to start doing some check-ins. Suddenly two male guests arrived drunk into the hotel and asked to be ckecked-in with such a rude tone of voice plus banging the reception desk. Me maintaining the calm and managing the situation ensuring that the guests wouldn’t make a bigger trouble I decided to use a softer tone and a formal gesture avoiding any more conflicts between me and the guests. Therefore, I asked for their surnames to proceed with the check-ins but the guests weren’t cooperating they were getting louder and louder, I went around from the reception desk and I got closer to them. I gestured to them the shush sign along with a saying that was “ please keep the noise down as there is people sleeping” as a miracle they actually cooperated with me they start to lower down the volume I also had asked one of my colleagues if she could bring two glasses of water so I could give to the customer ensuring that they were good to continue the check in. I had to do the check in manually in a written way as I made a choice of staying beside the two guests securing that they would not bother the other guests that were currently asleep. I checked them in and it all went good I also made sure that one of my male colleagues would guide them to their respective rooms. The next my boss had phoned in stating that two guests that I have checked in last night had left a letter apologising for their acts. Hearing this news I was so proud of myself it meant a lot to me it showed that the skills that I have learned such as communication skills were talking into place and consideration leading for the customers being safe and well received into the hotel.

Conclusion 
I can conclude in relation to this report that I have followed the guidance of this report. I have included the correct context ensuring that whomever is reading can understand. What is communication is one of my main points, it contains explanation and examples that can lead to a good understanding, I have also analysed Shannon and Weaver, Berlo and giving a diagram that can show the difference between the both. In this report contains workplace experiences that can be valid as an example for each of the respective categories that it is been mentioning into this report.
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verbal communiccation


Orally: which is by speaking and listening.


Written: which is by writting and reading 


non-verbal communication


Gestures


Body language 


Touch 


Personal appereance  


Facial experience 
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Berlos’s SMCR Model of communication
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Pedro works on 3 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. \ \ d
When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’ K))'é

‘What Chicken?” Asked Pedro.
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ETW Term 1 (June 2018) - 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)

scounting vehicles against other dealers to close sales. The Brand

They have been caught di
inese electric

owners in Germany have asked them to relinquish their distributorship. A Ch
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 deadline by which they must cease activity as a main dealer.

TASK:

1.Identify stakeholders (individuals and groups)
2. Create a communications strategy.
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
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Ex.1. Read the following passage and answer the questions.
| (Kelly Quintanils, one of your co-authors) have taught many successful workshops (0 business
professional over the years, workshops i beautifullocations with enthusastc partcipants. | also taught
‘one workshop that appeared to be doomed to fail before it even began. Th topic f this -hour worishop
was confict management. The group was a department whose members were currently engaged in. battle
i ame anotner, (eraby, waf (TR Bepartment was no spesing o the ater half. Some of the best
Gepartment members had put info ransfers. Productivit and customer service were suffering.
Knowing al thi in sdvance, | had carefuly selected 3 arge room with comfortable chals, round
tables, and good Fghtng. | had planned for several breaks with food and drinks in an attempt 10 foster
nformal communication. The meeting environment was ideal. Unfortunatel, an emergency water outage
Caused the workshop to be moved 10 3 room n one of the local museums. The meeting was scheduled to
begina18:00 2 m., but many people atived ate due o the ast-minute change nlocation. Those who arrived
o time became increasingly giated s they wated. artofthir agtation stemmed from the acttht there
was o coffe, no ood, nothing. Despite severalcalis, the food order never made i 0 the new location. The
oty lace 1o get 3 drink or snack was 2 small,extremely overpriced git shop that dd ot open unkil 10:00
‘am. To make matters worse, the room had about 40 mounted animal heads hanging from the walls. The
‘rimal heads, most of which were na growling pose, were very dusty, causing anyone with llrgies o begin
Sneczing and sniffing. The final problem was the furniture. The chairs were the small, metal, foding kind
The ables were also smal, and there were not enough of them, o the participants were crammed together.
| ould notimagine  worse meeting environment for any group, et alone a group alrcady engaged inconfict.
I needed to do something quicky.
Q: Whot went wrong?
Q2: What would you have f you had been in that position?
Q3: Could th situation somehow be used to your advantage? Why, why not?
Qu: Could any model of communication help explain this situation? .
u S U00 — TESScasanaicadhon
B COTOE oeC L JT o Ocd

Tipage-





image9.png
-

Effective Team Working and Communication ~ Term 1
BMSW4002

£x.2. Read the following brief and write a business email according to the instructions.

Wite an email 1 a businesscontact or colleague askingforinformation.
Prepre the situation using the questions below. The information can b real or maginary.
+ What s your company's usiness? Wht products/services 0o you offer?
hat i your positon i the company?
It Information do you want ight now? deas: the statusof an order tha you are wating or; product
nformation to give to  customer; market information about a new country where you ae going 10 do
bustngss; financial datato write  report; hot! information fora business i you are going to make.
< Who are you going to wite £, 0 get this information? Ideas: acollague in another department/from
another country;a customer; asupplier; your ine manager:
~ Can you make your request for information more specifc?
Do you want togive any information o them? / promise action?  offer help?
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