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Assignment: “Produce a portfolio of evidence, including all in-class exercises, which demonstrates an understanding of the communication skills discussed in class. Briefly analyse communication in your own or your friend’s workplace and, using your findings from published literature (i.e. refer to theory), suggest how it could be improved.”
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Communication can be defined as the abilities we use when having a conversation or exchanging different kinds of information. In order to have a successful conversation we exchange thing like explaining ideas, talking about our feelings current new or reminiscing. A person with good communication skill must be great at listening, speaking, observing and empathizing. There are different ways to communicate which is why in cases like one on one conversations, phone conversations and online conversation like email and social media it is helpful to understand the differences on how to communicate. Good communication skills allow us to understand people and be understood by others when talking. It is important to know how to communicate because communication is a part of our every day routine including in the workplace. It is important at work when building relationships, sharing ideas, delegating responsibilities, managing a team and so on. 
Cultivating good communication skills can help you succeed in your career, make you a competitive job candidate and build your network. There are different types of communication skills that can help us become great at communicating anywhere. In communication there are 3 types of communication: Verbal communication, Non-verbal communication, and written communication. 

Verbal Communication 
Verbal communication can be defined as a method of how to exchange information with other people. Verbal communication most of the time it is done physically with two or more people. Example of places where verbal communication is done mostly is meetings, presentations, interviews, conference, speeches, and phone conversations/calls. At work, we communicate verbally to attend to people’s need/want, solve problems, complain and concerns. 

Non-verbal communication
Nonverbal communication is a process of sending, exchanging and receiving messages without speaking or writing. Non-verbal communication includes facial expressions, the tone and pitch of the voice, gestures displayed through body language and space. When engaging in a conversation, non-verbal communication can give signal, and additional information. Most conversations are non-verbal! Non-verbal communication helps people to give more meaning to what is said in words, carry information about their emotional state, provide feedback to the other person, regulate the flow of communication, and interpret the relationship between people. Types of non-verbal communication are facial expression, body movement and posture, gestures, eye contact, touch and space. When having a non-verbal communication the way we react like body movements , eye contact and gestures shows the person you’re communicating with whether or not you care, if you’re being truthful, and how well you’re listening. When a nonverbal message matches up with the words we are saying it increases trust, clarity, and a bond between a person; because they don’t, they can generate tension, mistrust, negative vibe/energy and confusion. In recent professional practices and workplaces, establishing credibility and trust is a significant success element. When using certain nonverbal behavior like eye contact for example shows confidence, can demonstrate your sincerity and shows an engaging personality.

Written communication.
Written communication is one of oldest means of communication. Most form of communication which is written and documented from the  sender  to  the  receiver is known as written communication. Examples of a written  communication include letters, emails, memos, research papers, reports, and so on. Written communication is a very solid form of documentary evidence and can also be used for future reference purposes. As the information is  written, it  can  be  easily distributed to many people can make it a bulk communication method. Like Newspapers as the information does not change from person to person, the accuracy of the written information shared is same across the entire listener/reader.

Berlo’s model of communication.
Berlo’s Model of Communication is the representation of the process of communication in the easiest form. This acronym SMCR is from berlo’s model which stands for Sender, Message, Channel, and Receiver. Berlo’s SMCR Model of Communication describes the different components that form the basic process of communication. this communication model also emphasises the coding and decoding of the message, it can be used for other communication.

One example of my own communication that can be used is based on the way that I communicated with my boss on how I can get a vacation time due to personal reasons for January in December.  The content of the message was expressed through the channel of verbal and written language. In terms of the treatment of the message, even though my personal issue affected me I expressed assertively accompanied by elements such as body language, eye contact and emotion indicating the honesty and importance of my request to take a leave. The message was ‘encoded’ as a personal request to ensure that he puts in the request on time and look for a replacement when I’m absent.  My explanation was that I need that request to be put in as soon as possible for both our benefits.
As things worked out, the message was ‘decoded’ correctly by the team leader and my manger because actions where taken immediately when I put in the request so everything was right how it should be without any hiccup.  Berlo talks about five different factors that determines whether a message is decoded correctly.  The Communication Skills are Attitudes, Knowledge, Social Systems, Culture.  I am excited that the message was decoded correctly, it is possible that a similar or last minute situation like that happened before and they prepared a backup just Incase. A lot of co-workers have families with more important personal issues that could have asked for a vacation leave like I did.
 In terms of how this aspect of Communication was great, my communication/message was received and responded to in a proper manner without any miscommunication from either party which made it comfortable and approachable. (Morgan)

Workplace 
A workplace is where employers and employees gather to fulfill their various duties that they are were hired to do. Communication in the workplace is a key factor and the most important aspects of any successful organization. In fact, some companies ensure certain training programs to help employees on how to communicate successfully . A lot of problems arises from miscommunication in the workplace and these problems have an intense negative effect on co-workers/manager performance and various relationships within the organization. Employees enjoy and work better when there is good communication because it helps them to feel heard in their job roles and management feels much more approachable. When at a job workers feel happy and satisfied at their job, and that way we are able to to perform our duties in a positive and efficient manner.

Active listening
Active listening is simply paying proper attention to what someone whose trying to express something important has to say. Active listening means focusing fully on the person speaking and actively showing verbal and non-verbal signs of listening. So smiling, making eye contact with the speaker, body language, facial expressions, and trying to avoid distractions these non-verbal attributes are a sign of Active Listening.
Regarding my experience with Active listening about a years ago I visited a therapist in Chicago. I went there with a problem hoping to get answers which I did. Our session started and I began to talk about my feelings to her. While I was explaining her body language was appropriate and pleasant, she kept direct eye contact, and no sort of distraction whatsoever which showed me that I had her full attention. It made me open up more because someone was actually giving their full attention and trying to make me feel better.


Assertiveness 
Assertiveness is a defined as a skill needed for communication. To be assertive means being able defend yourself or others in a calm and positive way, without being aggressive to the other party. Assertive people are confident, smart and are capable of getting their point across without getting upset or making the other person undetected. When people say someone is assertive it’s different from aggressive.The best way to deal with anger while having a conversation is being: controlled and confident, talking and listening, and open to others to help in dealing with a situation. Proper Assertive anger can help with connections. It means thinking before you speak, being confident in however we talk, yet considerate and flexible to the other individual. So being patient; not raising your voice; discussing how you are feeling emotionally and mentally, and really trying to understand what others are feeling. When dealing with anger assertively, maturity should be shown and prove that you care about your relationships and yourself. 

Diversity 
Diversity is acknowledging the differences between people and groups of people either race, cultural beliefs, ethnicity, and so on. It is having different types of cultural communication skills in a diverse workplace is important. It has a positive and a negative side. Negative being that things like language barrier or people whose first language is not English might have a problem at work with maybe the manager or a fellow co-worker. Having clear, effective communication between co-workers, managers and executives creates an equal opportunity workplace, in which a diverse individuals are have an opportunity to progress higher. Wrong communication can lead to miscommunications and conflict which affects work productivity. Over the years a well known fact about conflict is as result of lack of communication poor information, no information, or misinformation. The ability to recognize conflict, understand the cause of conflict, and to be able to come up with a quick solution to the conflict will serves as a great skill of communication.

Conclusion 
[bookmark: _GoBack] Communication is very broad and interesting. So far I have tried my best to explain how communication works, and the outcome of a successful communication skill. Berlo’s model is a really good theory especially for explaining communication. A good communication skill can lead to greatness when mastered.




Reference:

Morgan,(2017), The Business Students’s Guide to study and Employability, page 177-206.
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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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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.
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Exercise2: COMMUNICATION: A CASE STUDY

think about how you might help communicate with the employee to

As you read their case,
t the end of the case and, wherever

remedy the conflict. Answer the critical thinking questions a
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
s working there range from 16 years old to 55

managing all employees in the kitchen. Employee
any,

years old. In addition, the employees come from varied cultural and ethnic backgrounds. For m:
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 | 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 Qou use to explain Barry’s problems?

3. What solutions might Barry consider in addressing each of these challenges or obstacles?
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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
seeing her tomorrow!’. The child broke down and cried.

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