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Communication could be best defined as sharing of information, ideas, opinions, facts, values between two people or more or between the organisations, etc. It can be in any form verbal, nonverbal, written, or some other forms (radio, television, etc.). It is thought to be one of the most important skills to be able to communicate effectively. 

The process of communication takes places between two parties, when first party (usually the sender) sends information verbally or nonverbally through a medium (could be any sort of mode) and the second party receives it by using the medium. Sender encodes the messages through the medium (written, oral, electronic or nonverbal) and the receiver decodes the messages clearly, so they have clear understanding of the messages. When the receiver precisely interprets the information sent out by the sender, a successful communication takes place. 

Communication could be either verbal or nonverbal, verbal communication could be written or oral form. The most usual way a person expresses themselves in oral form. The group of teams work together, share their views and ideas, do a project together, etc. It requires oral or written conversations, thousands of words are exchanged in the meetings, have different interpretations. “It is thought that with verbal communications, an individual could be evaluated if he or she has goals to success, decisive, devoted, not engaged or noncompliant”[footnoteRef:2]. Nonverbal is important as verbal communication. When a person speaks, it could be nodding their head to agree or disagree something, smiling to frowning showing that he or she is happy or angry, other gestures or just be the body language. A person could just express verbally something but could mean something else with his or her expression. According to an important scholar, it was suggested that 55% of the communication are transferred through body language (Lavan, 2002). [2:  Griffiths, B.A. and Dunham, E.B. (2017), 'Communication', in Maund et al (Eds),
Certificate in Higher Education: Skills for the Workplace Student Yearbook, London, Sage Publications.
] 


Assertiveness can be explained as the person who could convey his or her messages genuinely and confidently, without being violent towards the other person. In other words, the person who could stood up for him or herself and genuinely express himself without being aggressive. Three basic components of assertiveness could be best described how the person think, feel or want.  Assertiveness is one of the important skills of communication, which allows the person to deal with challenging conversation in a professional manner.



Active Listening is another key communicational skill, it does not only help at workplaces but also day to day life. “Active listening is a great skill, which allows the person to listen without any distraction. It creates a wider connection between the speaker and the listener; by listening attentively and showing full interest and concern, and response when needed by showing empathy”[footnoteRef:3]. “According to the recent research conducted on the job search engine indeed.com, active listening is one of the key competencies listed on the 17000 job posted in the website, including the positions in management, sales and accountancy.”[footnoteRef:4] It is suggested that, active listening is an important managerial skill required essentially to engage with employees, customers and colleagues. An accurate understanding would be the listeners are not judgemental and should listen to the interpretation of the speaker. “There are three ways the listener could pay better attention at the speakers, which are: [3:  Spataro, S and Bloch, J (2017), ‘’Can You Repeat That?” Teaching Active Listening in Management Education, Journal of Management Publication, Sage Publication, 20 December 2017. Available at:  https://journals.sagepub.com/doi/full/10.1177/1052562917748696
(Accessed: 24 April 2020)]  [4:  https://www.indeed.com] 

i) Posture - SOLER (S-square, O-open, L-lean, E-eye-contact and R-relax)
ii) Paraphrasing
iii) Probing

Posture - As mentioned on previous paragraph, 55% of the communication takes place through body language of a person. The physical posture is important to ensure that the person is proactively listening, and it creates an interpersonal relationship between the speaker and the listener. The acronym SOLER represents five aspects of active listening postures.
S stands for sitting squarely. Listener sits in front of the speaker facing forward, should attentively listen to the person, facing forward and direct to show that the listener is interested in listening to the speaker.
O stands for having an open posture. Listener should have the right body language, not arm crossed as it sends out wrong message that the listener is not interested or defensive about the situation.
L stands for lean forward, which means the listener should lean forward to have positive body language to ease up the conversation and show interest, and it also shows engagement includes nodding and verbal encourages, for examples, uh-huh and yes.
E stands for eye contact, maintaining positive eye contacts are important as it shows the listener is interested to what the speaker has to say. Constantly staring at the speaker might have wrong impression or feel uncomfortable.
R stands for relax, which means to have positive body language and the person to speak without rushing them to what they are saying, rather than speak at their own space.”[footnoteRef:5](Griffiths and Dunham, 2017, p52) [5:  Griffiths, B.A. and Dunham, E.B. (2017), 'Communication', in Maund et al (Eds),
Certificate in Higher Education: Skills for the Workplace Student Yearbook, London, Sage Publications.
Acsedu (n.d.), SOLER – A counselling Skill, ACS Distance Education, n. d. Available at:
https://www.acsedu.co.uk/Info/Psychology-and-Counselling/Counselling/SOLER-A-Counselling-Skill.aspx
(Accessed: 22 April 2020)] 

Paraphrasing – It is an excellent listening skill allows the listeners to clarify the speaker what has been discussed, and anything which has been missed out could be corrected and greater understanding of the message. Rephrasing the statement will also reinstate the trust and will have the confirmation of the accurate information and will have deeper level of disclosure.
Probing – It is the third skill, which does not only allow of asking questions but also allows active listening. Probing will help to understand the speaker’s views, ideas, and perspective; the listener might need more information, a good probing question will help to understand better.

Another important communication at workplaces are centralized and decentralized communication. Centralized communication could be explained as communications control and decision making are centralized; all the direction and guidance behold by the Corporate level. On the other hand, decentralized communication is completely opposite. Lower level or production level have some authority of decision making and business development. According to the research, the stronger and engaged corporate team, a company would better to have centralized communication, to have better productivity. It will be better off decentralising the communication to have better results if the corporate team is not that strong.[footnoteRef:6] [6:  Moede, J and Edstrom W (2011), To centralize or decentralize communication? , PR Week, 3 June 2011. Available at:
https://www.prweek.com/article/1264149/centralize-decentralize-communications
  (Accessed: 24 April 2020)] 


Virtual communication allows members of team in a workplace or group of people, to virtually communicate with each other remotely without being physically present. The technology makes it happen in 21st century, where the group of people could geographically present in different countries, but able to login through applications or software to join the meetings, conferences, distance learning, educational teachings etc. 

Leadership is a great management skill, when it comes to leading people and working with others need clear communication skill. Verbal communication, active listening is important to drive business forward and managing team. From Team discussion to managing team performances or sharing team goals to challenging conversation or listening to team members concern, all requires communication to ensure happy and motivated team to move business forward.


Shannon – Weaver’s Model of Communication

Sender         Encoder       Decoder              Receiver        Channel
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			Figure 1[footnoteRef:7] [7:  Figure 1 represents diagram made by Yawar Hossain] 


“The most formal and well-known model of communication was developed in 1949 by Claude Shannon and Warren Weaver. This model consists of five aspects, sender an information source which produces message/information, an encoder/ transmitter which encodes the information into signal or binary data, a channel where the information is gathered for transmission, decoder is the machine used to convert signal or binary data into message/information, the receiver then translates the message from signals. There is a sixth element which is the noise, it could be the dysfunctional factor that can cause disruption or interruption in delivery the actual message”.[footnoteRef:8] [8:  Chandler and Munday, 2011, A Dictionary of Media and Communication (1ed.), Oxford University Press.] 















Schramm’s Model of Communication
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			Figure 2[footnoteRef:9] [9:  Figure 2 represents diagram made by Yawar Hossain] 



Another most common model of communication is Schramm’s model of communication. It was late 40s, when Wilbur Schramm introduced two-way circular communication between sender and receiver. According to the Schramm communication, coding and decoding are two essential process for an effective communication to take place. Further explanation suggested that the communication process completes once the sender receives the feedback from the recipient. Schramm model follows similar method as Shannon and Weaver, the model consists of sender, encoder, medium, decoder. The noise could be another factor that could interfere with the actual message been delivered. It completes the circle once the recipient sends the feedback to the sender.




Berlo’s Model of Communication

Sender/Source                Message                    Channel                       Receiver
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				Figure 3[footnoteRef:10] [10:  Figure 3 represents diagram made by Yawar Hossain] 


· Each of the components is affected by many factors.

Berlo’s Model of communication was formed, when David Berlo expanded his idea from Shannon and Weaver’s model of Communication, which consisted of four components sender/source, message, channel and receiver. Unlike the other models, Berlo’s model of communication emphasises more on the individual components in the communication which was missed out on the previous model of communication. This model explains and puts more focuses on encoding and decoding of the messages, which happens on both scenarios before the sender sends the message and the receiver receives the messages respectively.  














[bookmark: _GoBack]According to the article (Kinnick & Patron, 2005)[footnoteRef:11], writers explains “employees communication skills are important for individual success in an organisational environment”. It was found that, US department of labour recognised that communication as main requirements for future employees. “Study suggests that 88% of employees, are given further training on communication based on (Industry Report, 1999)”[footnoteRef:12]. [11:  Kinnick, K and Parton, S (2005), Workplace Communication: What The Apprentice Teaches About Communication Skills, Business and Professional Communication Quarterly, Sage Journals, 1 December 2005. Available at:
https://journals.sagepub.com/doi/abs/10.1177/1080569905282099
(Accessed: 24 April 2020)]  [12:  Krapels and Davis (2000), Business Communication Quarterly (Vol.63, Issue 3), Association for business communication.] 



Communication is not only one key competency to help managers to efficiently manage their team, but it plays a key part to improve every employee to improve engagement. It allows as a Manager to communicate goals and needs to the employees, it also allows better understand what motivates and get the most out of the employees at workplace. Any underperforming team members could be given the time to improve through performance management, and it could be done through active communication.



CASE STUDY 

Workplace communication is the process of exchanging of information and ideas, both verbal and nonverbal between one another or as a group. Effective communication is critical in getting work done, as well as building a sense of trust and increasing the productivity of employees. As a General Manager at workplace, I play key role within the team to ensure profitability of the business through effective communication within the team. Currently we hold, effective team and management meetings, emails, daily updates through whatsapp/text messages, one to one chat, active listening, etc.

A good example would be effective team meeting. Conducting an effective team meeting is vital as it gives out clear information to the team and set expectations and allows them to speak if there is any concern. According to the weekly data gathered showed our spend per head was down. Set expectations with the teams, and encouraged team to come forward with ideas and the incentives would push them to strive to do better, and any concerns they have at work place the team was able to raise and we spoke about it, anything they couldn’t was able to address to me personally on one to one conversation. Team always appreciate an interactive meeting; they feel more valued within the team and motivates them. A happy and motivated team always drives the business forward. We was able to increase the spend per head by 5.2% the following week, duty managers are following up on the team, and having the incentive in place it allowed the other members of  team to have competition between each other that allowed the increase in spend per head. 
Comparing with other models, Berlo’s model of communication would be ideal, as this is the only type of communication where each of the components are affected by many factors makes the communication more efficient. It clearly explains that the message and the medium are aligned with the recipient, makes it ideal model of communication when having team meeting. 
 

As a manager, you learn everyday with the decision you have taken or any opportunity that arises. You may not be right all the time, will have to take quick decisions to ensure fix any problems. An example of an opportunity would be, which I faced many years back as a manager, was not able to conduct effective team meetings. At the beginning, it wouldn’t be an interactive meeting, I would speak and set some expectations, and everyone would agree at the end and will conclude the meeting. However, team would have concerns afterwards, and wouldn’t share much of their ideas and would speak to each other. We weren’t achieving results, and we went backwards. After speaking with my line manager at that time, he advised me to go for an effective communication course which he booked me in. After the course, I have implemented that in workplace, able to hold effective team meeting and achieve better results.

Communication plays such an important role at workplace, conveying messages to the team to improve their performances and to also moving the business forward. We can conclude with that effective communication is vital in workplace which allows the manager to manage their team and move the business forward.
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Quiz 1

Chapter 4

Answerl

Instant articles, a feature that allows
publishers to host their news stories and
content directly on Facebook, giving
traditional media a new foothold in the
digital world.

Answer 2
Example of verbal fller are:
um, uh, er, ah, like, okay, right

Answer 3

It wasn't specified what sort of green beans
she was looking for. Manager could have
asked her with a question, as he presumed
she was asking for canned ones

Answer 4 and answer 5
Regulative when how where

Contuitive paying attention eye contact
Showing affection kissing hugging

Answer 6
B55%

Answer 7

4 functions of non verbal communications:
Emotion

Interpersonal attitude

ONE’'S PErsona| Hy—————
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Answer 4 and answer 5
Regulative when how where

Contuitive paying attention eye contact
Showing affection kissing hugging

Answer 6
B55%

Answer 7
4 functions of non verbal communications:
Emotion

Interpersonal attitude

One’s personality

Verbal communication

Answer 8

The process of understanding our
experiences and the experiences of others
through the use of verbal and non verbal
messages

Immediacy

Status

Responsiveness

Answer 9
K know yourself

E evaluate the professional context

Y your communication interaction with
others

S step back and reflect
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Quiz 2
Quiz 2

1. Active Leaning and Assertiveness

2. Posture, Paraphrasing and probing

3. 5 square o- open Hean e- eye
contact r- relax

4. Reflective Questions

5. Open ended questions, hypothetical
questions, closed ended questions
and forced choice questions

6. Assertiveness is the ability to express
oneself directly and honesty without
disrespecting or dishonouring
another person.

7. F2F stands for Face to Face

8. Amplify dysfunction, dilute

leadership, dilute leadership




