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INTRODUCTION

This report will analyse the importance of communication skills and how this effects a working or business environment. Communication is the means to transfer a message, there are several channels a person can use to do this. The various types of communication include; formal, informal, verbal, non-verbal, written and visual. In a place of business, effective and concise communication is very important. Communication which is inadequate or improper can result in confused or unfinished information being passed to the intended audience. This is the reason it is vital to develop effective communication skills. 


TYPES OF COMMUNICATION

1. Verbal or Oral Communication
This type of communication is channelled through spoken word or sound. This is either transmitted face to face, via telephone or voice notes.

2. Non-Verbal Communication
This is when a massage is conveyed without the use of words. This type of communication involves gestures, symbols, body language and expressions. Often non-verbal communication aids verbal communication. 

3. Written Communication
This type of communication involves written words. For example, in the form of a letter, e-mail, text, documents, media or social media. 

4. Visual Communication 
This is a type of communication where you are required to use sight to perceive a message, for example; seeing videos, letters, presentations, memos, gestures, expressions and body language. 

5. Formal Communication
This type of communication is usually less personal and used for Business or Academic environments. 

6. Informal Communication
This type of communication is casual and commonly used amongst friends or family. 










HOW COMMUNICATION CAN BE MADE EFFECTIVE IN A BUSINESS ORGANSISATION 

It is imperative in a Business organisation that there is effective communication to offer the opportunity for feedback. In a place of work a manager is responsible for creating an atmosphere where employees are comfortable to give feedback. Open questions could be asked regularly, ensuring staff understand and furthermore asking them about their thoughts and opinions. There are several options organisations can adopt to gather feedback, such using surveys, memos, meetings and newsletters. 


COMMUNICATION THEORIES 

To aid us in understanding the communication process I will be discussing the following theories;

Shanon and weaver 1948 (Toolshero, 2020).
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In 1948, Shannon and Weaver together created a theory of communication and named it the “Shannon-Weaver model of communication”. This model was designed to develop effective communication between the sender and receiver. This model is made up of various concepts such as Information source, Transmitter, Noise, Channel, Message, Receiver, Information destination, encoder and decoder. This is the simplest model of communication and is also known and the linear model. 

Sender: This is the original information source or message. The sender produces a message and then chooses a channel to send the message, this could be a telephone or telegraph.

Encoder: This is the transmitter which converts the message into signals such as waves or Binary data.

Channel: The channel of communication is how the information from sender gets to the receiver. Also known as medium, this could be a telephone, internet, emails etc.

Noise: There is a possibility that the message sent could be interrupted by noise, thus the receiver does not receive the message as it were intended. The messages are conveyed from encoder to decoder trough a channel. At this point messages can be affected by noise in the background such as traffic, music or other people leading to misinterpretation. (Drew, 2020)

Decoder: This is the point of reception where the signals are then converted into a message

Receiver: This the destination of the message sent from the sender.

Feedback: This is when the receiver confirms that they have understood the original message from the sender correctly.


Wilber Schramms Model of communication 1954 (Toolshero, 2020).
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The Schramm Communication Model cyclical and contains the basic principles of communication. This Model is based on the theory that communication is a two-way street, this means at least two parties are required to send and receive a message to determine the exchange of information, ideas and attitudes. The sender and receiver will have to encode and decode the message through feedback to ensure it has been interpreted correctly.

There are three elements to Schramms’s Model of Communication; Encoder, Decoder and the Message.

According to this model, the receiver plays a crucial part in the communication process as they not absorb the message, but they also respond to giving feedback. Therefore, feedback is a means to calculate how the audience has received the message. This process allows the sender to improve the way they send a message should they need to. If the receiver has not understood a message the sender can make changes based on feedback (Businesstopia, 2018).
 

Berlos Model of communication 1960 (Toolshero, 2020).


[image: Berlo's SMCR Model of Communication, a classic model | ToolsHero]

David Berlo’s model of communication is also known as the SMCR model. This model consists of four elements which are: sender, message, channel and receiver. 

In this theory the sender should have good communication skills so that there is higher chance that the receiver receives the message as it were intended. Likewise, the receiver must also have good communication skills so that they understand the message the sender is trying to convey. There are aspects which can be considered as noise in the communication process. Culture, knowledge, attitude and social system all have a role to play in the way a message is sent and received. Therefore, these aspects can be considered as noise in the communication process. For example; religion, laws, beliefs, values and rules can be different for the sender and receiver and this can be a barrier. 

Berlo also uses the five senses as a channel of communication in his theory as all five senses help human beings to better communicate with each other (Bbamantra, 2019).

THE IMPORTANCE OF EFFECTIVE COMMUNICATION AT WAITROSE

10 years of service as a Team manager at Waitrose and Partners has taught me how vital it is to have good communication skills. My responsibilities included leading and developing my team by driving a culture of high standards and excellent service. I was responsible for influencing, motivating and directing a team whilst driving the shop forwards. My other duties involved contributing to the performance of the brand through outstanding shop keeping and managerial skills.

On a daily basis I would hold meetings with my team and give them updates on sales and figures. I created a system of continuous learning so that members of my team were determined to progress and unlock their full potential.  In order for my team to flourish I made sure I was a proactive role model for delivering excellent customer service and ensuring customers got the best experience. 

Being a Team manager in the Kings Road branch came with challenges as having to accommodate a diverse community could sometimes prove difficult. Language could sometimes become a barrier and customers could not find what they were looking for, in these instances I would take it upon myself to find a member of staff who could possibly speak the language the customer could understand. 

By communicating and delegating tasks effectively I was able to run a smooth operation. In this line of work communication was heavily reliant on my visual and verbal skills. Body language could make the difference between motivating my staff to demotivating them. It was imperative that colleagues and customers found me approachable and welcoming as well as professional. Majority of my time was spent dealing with face to face interactions, therefore I had developed the skill to adapt and influence the people around me. 

Sometimes there could be personality clashes and poor performance issues, so it was vital that these problems were addressed accordingly. Having individual performance scores helped to stay on top of progression and employees it was a safe place to share any issues they may have had. I felt it was important that my team felt they could confide in me.


ROLE OF CULTURE IN COMMUNICATION

Culture is “The way of life, especially the general customs and beliefs, of a particular group of people at a particular time” (Cambridge Dictionary, 2020). These values affect how people think and act an also how you judge other people. Certain things can be acceptable in one person’s culture but be considered offensive and unpleasant in another. Culture and communication have an effect on each other, thus with changing times the socio-economic conditions of people are also changing.   

Business leaders are aware that intercultural knowledge is important as they deal increasingly with globalisation and the workforce is growing more diverse (Goman, 2011).


COMMUNICATION IN THE WORKPLACE

To achieve productive and maintain robust relationships at all levels, it is crucial to have good communication. Employees are likely to trust their employers if time and energy is investing to delivering well-defined lines of communication. Good communication between employers and employees leads to better productivity, output and confidence. Employees who have the skill of communicating effectively with their colleagues, managers and customers are valuable assets to an organisation.

It is a possibility that staff may become unmotivated and doubt their own confidence in their capabilities if the communication in the workplace is poor. It is important to give credit and praise members of teams to develop encouragement, respectively employees should maintain a professional attitude. An example of this can be found in Maund et al, (2017) where they discuss an exercise ‘A day with the chief.’ This is a situation where a top performing salesperson named Mark goes to meet the CEO of the company he works for. The CEO has a reputation of being rigid cruel person but upon meeting her Mark finds that she is friendly and kind. At the first instance Mark was nervous about meeting her but quickly changes his attitude when he sees how friendly she is. Using the KEYS method, it was found that Mark had misunderstood and situation and did not evaluate the professional context appropriately. He should have maintained a professional approach and should have avoided slandering his supervisor as this makes his CEO sceptical and she immediately ends their meeting. 

HOW CAN WORKPLACE COMMUNICATION BE EFFECTIVE? 

Having good communication could effectively make or break a business. Therefore, it is critical to focus on specific elements. Building and effective means to have members who communicate and collaborate well with each other. This gives employees the opportunity to have a voice, team members feel listened to and appreciated. Team members should have the opportunity to share ideas or address any complaints they want to make. Ultimately this leads to employee satisfaction by being able to freely communicate with their peers and managers without being judged. A manager who has strong communication skills can better manage their team. The job of a manager, delegating tasks, managing conflict, motivating and building relationships are much easier when you are an effective communicator, and this does not stop at the ability to speak with people but also to enable them to speak with each other (Michael Page, N.D).

There are some strategies which can be used to help develop communication skills, these are the Soler Method and the 7 C’s.

SOLER Method
Created by Gerard Egan, this is a non-verbal, active listening method of communication. A way to physically show interest and engagement. This model is widely used in counselling sessions and other professionals, the focus of the model is to enable the user to demonstrate care and attention through body language. Adopting an open posture and avoiding crossed arms and legs allows people to feel welcome. By facing squarely keeping eye contact and leaning forward shows that you are involved and listening attentively to what they are saying. Part of this model is to also stay calm and relaxed, avoid fidgeting so that the person knows and feels that you are focused.

7 C’s
The 7 C method can be applicable in verbal or written communication, these are as follows;
1. Completeness- communication must be complete
2. Conciseness- communication with the least possible words
3. Consideration- taking the audience into consideration
4. Clarity- emphasis on a specific message
5. Concreteness- being particular and clear
6. Courtesy- respecting the receiver 
7. Correctness- ensuring there are no grammatical errors and message is intact

Being aware and using the 7 C’s can make you an effective communicator.




















CONCLUSION

To conclude, this report has analysed the importance of communication in our lives, the tool used to express thoughts and feelings. it is imperative this skill is sharpened on a personal and professional basis to prevent misunderstandings. Having analyse and discussed my experience at Waitrose and Partners I have demonstrated how to exercise good communication skills amongst work colleagues and customers alike. During an in-class exercise we were given a task to write a formal and in-formal email. Here I exhibited effective communication skills, being concise in both formats. This report shows an understanding that human communication is anything but easy (Morgan, 2017). 

In a place of work, it is fundamental that to train management and employees, invest time in them and ensure they have employee satisfaction. Employees seek direction from management and those who communicate well perform effectively, such dynamics result in thriving businesses. It is equally important to look after employees and their emotional needs, something I learnt from an in-class exercise called Trouble at home, trouble with training. It was evident from using the KEYS method that Jennifer was having problems at home and this affected her performance at work.
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Dear Boris, 
 
Hope you are keeping well. I am just sending you a quick email to let you know that I won’t 
be able to get the gloves and masks that you asked me for. Unfortunately, the order I placed 
has been cancelled due to insufficient stock. It is really annoying as we all needed these now. 
I am looking at other companies who might supply similar items, If I manage to get my hands 
on any, of course I will let you know. In the meantime, keep safe and stay home and don’t 
catch Corona. Hopefully this will all be over soon, and we can meet for a drink again. 
 
Thanks  
Iqbal 
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Dear Mr. Johnson,

Order: #4156

10 White Masks
X100 Latex Free gloves
x2 Black seed oil

We hope this email finds you in the best of health. We are writing to you in regard to the
order #4156 placed on 15/03/20. We regret to inform you that the items you have ordered
hre|currentlv out of stock. We understand that this is very frustrating and that you require =
these items given the current climate for your safety and that of others. We would also like
to inform you that we are expecting deliveries in the coming weeks but unfortunately cannot
confirm a date due to the Pandemic COVID-19, as soon as these arrive you will be contacted.

Please accept our sincere apologies in this instance, we hope that you will understand.

Please allow 3-5 working days for your refund to be processed to your original method of
payment.

Thank you
Yours Sincerely,

Igbal Uddin at
ZAI Natural Products Itd

< 10f 1 > X

@ Lakshani Mendis

This email is well structured and nicely explaining the
situation. | would like you to add few points to your
email. Please provide brief description about your
company and what your company offer. Name of the
product customer has ordered. Good job Igbal

14/04/2020 22:47

Reply...

1 @] <
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Dear Boris,

Hope you are keeping well. | am just sending you a quick email to let you know that | won’t

be able to get the gloves and masks that you asked me for. Unfortunately, the order | placed

has been cancelled due to insufficient stock. It is really annoying as we all needed these now.

Mam looking at other companies who might supply similar items, If | manage to get my hands B
on any, of course | will let you know. In the meantime, keep safe and stay home and don’t

catch Corona. Hopefully this will all be over soon, and we can meet for a drink again.

Thanks
Igbal

< 10f1 > X

@ Lakshani Mendis

You have covered all the required points here. Good
Job

14/04/2020 22:44

Reply...

1l @] <
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Dear Mr. Johnson,  
 
Order: #4156 
x10 White Masks 
x100 Latex Free gloves 
x2 Black seed oil 
 
 
We hope this email finds you in the best of health. We are writing to you in regard to the 
order #4156 placed on 15/03/20. We regret to inform you that the items you have ordered 
are currently out of stock. We understand that this is very frustrating and that you require 
these items given the current climate for your safety and that of others. We would also like 
to inform you that we are expecting deliveries in the coming weeks but unfortunately cannot 
confirm a date due to the Pandemic COVID-19, as soon as these arrive you will be contacted.  
 
Please accept our sincere apologies in this instance, we hope that you will understand. 
Please allow 3-5 working days for your refund to be processed to your original method of 
payment.  
 
 
Thank you 
Yours Sincerely, 
 
 
Iqbal Uddin at 
ZAI Natural Products ltd 
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We hope this email finds you in the best of health. We are writing to you in regard to the order #4156 placed on 15/03/20. We regret to inform you that the items you have ordered are currently out of stock. We understand that this is very frustrating and that you require these items given the current climate for your safety and that of others. We would also like to inform you that we are expecting deliveries in the coming weeks but unfortunately cannot confirm a date due to the Pandemic COVID-19, as soon as these arrive you will be contacted. 



Please accept our sincere apologies in this instance, we hope that you will understand.

Please allow 3-5 working days for your refund to be processed to your original method of payment. 





Thank you

Yours Sincerely,





Iqbal Uddin at

ZAI Natural Products ltd






