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WRITTEN REPORT ON WORKPLACE COMMUNICATION
[bookmark: _Toc72508923]SECTION ONE
[bookmark: _Toc72508924]1.1 INTRODUCTION
The concept of Communication can be construed to mean the process of passing on information and understanding from an individual to another. It is the exchange of ideas, thoughts, emotions etc. between the sender(s) and the receiver(s) (Keyton, 2011). Collaborating this view, Sanchez & Guo, (2005) asserted that communication is a medium through which information is transmitted in such a way that one can be understood by others. In the same vein, Bello-Imam (2007), supported this view that communication is the sharing of ideas, experiences and meanings by employers and employees and other stakeholders of the establishment in which both the management and the employees constantly exchange positions as the sender and receiver. 
Furthermore, the concept of management communication connotes the use of communication as a tool to lead, Plan, organize, direct and control both functions and human resource in a workplace (Nebo, Nwankwo & Okonkwo, 2015).
The importance of communication cannot be overemphasized, it is the “Bloodstream” of every organization, it is used to integrate the managerial and operational functions of an enterprise (Ademi, pp.2, 2016). Communication is the vehicle which allows employers and employees the opportunities to recall the past, think of the present, and plan for the future (Bello-Imam, 2007). Communication is the tool that facilitates good working relationships in any organization, it is a strong Business element for success. Communication is vital because it is the basic element in organizational structure and functioning (Nebo, Nwankwo & Okonkwo, pp.135, 2015). It is also one of the most vital instruments management uses to set-up teams and achieve valuable performance (George & Alexandra, 2017). To effectively achieve this, communication must be presented in such a way that the views of the sender are best understood by the receiver (Akua & Emmanuel, 2014).
Therefore, this report briefly examines the content, structure, theories, effectiveness, modes, formality, skills and feedbacks of workplace communication as required in this task.
[bookmark: _Toc72508925]1.2 STRUCTURE OF COMMUNICATION IN A WORKPLACE
· Organizational structure is the designed pattern of relationships that exist between various units/departments of an organization (Ivanceivich, Konopaske, & Matteson, 2011). 
· The structure of communication in most workplaces can be explained through organizational chart which contains different inter-connecting boxes and lines. The lines are levels of authority showing who must answer whom (i.e., the style of reporting relationship). 
· Communication in organizations is structured in such a way that each person in the establishment is responsible to the next higher-level officer which the staff is officially connected. 
· Similarly, some other persons are by obligation also responsible to those who are immediately below them. The boxes and lines constitute a pattern and order of communication for the organization to operate properly (Jones, 2011).
· The structure of an organization provides three distinct directions of communication which are the downward, upward, and horizontal line of communication through which communication can flow easily in the workplace (Lunenburg & Omstein, 2008). 
[image: ]
Diagramatical representation of Downward, Upward, Horizontal Communication
Source: Lunenburg F.C (2010). Formal Communication channels: upward, downward, horizontal and external. Focus and Schools, on Colleges, Universities and schools
a. Downward communication: This is the type of communication that emanates from the management or top hierarchical echelon towards the staff at the lower levels of the organization.
b. Upward Communication: This is the type of communication that begins from the lowest level of the establishment and it is transmitted to the higher level. 
c. Horizontal Communication: This refers to the type of communication that revolves between the individual and the department in the same hierarchical level (Ademi, 2016).
[bookmark: _Toc72508926]1.3	WORKPLACE COMMUNICATION PROCESS
According to Shannon & Weaver, (1949), communication process basically involves seven steps which are the message, encoding, transmitting, receiving, decoding, understanding and feedback Therefore, in-line with Shannon & Weaver’s view, the diagram below is used to illustrate a simple communication process in any formal workplace (Nebo, Nwankwo & Okonkwo, pp.135, 2015).

The process of communication basically involves a sender who encodes an idea by choosing symbols or words to produce a message. The said message is the result of the encryption which can be in form of verbal, nonverbal or written language. The receiver is the recipient to whom the message is sent, the recipient decodes the received message and processes it into meaningful information for necessary actions and feedback (Akua & Emmanuel, 2014). For example, in a workplace, the manager’s idea or thought could be the need to get more A4 printing papers and printer toner cartridges for the organization, as the sender which can be the chief executive, staff, division/unit or department of the organization who has a need to convey an idea to others initiates the communication by translating the thoughts into words which can be encoded in a meaningful message conveyed through written or spoken words to the receiver (George & Alexandra, 2017). The receiver receives and decodes the message by assigning meaning to the words for necessary action (Mason, Talya & Berrin, 2012). 
Furthermore, after receiving the message, the receiver is expected to give feedback to the sender. Feedback occurs when the receiver responds to the sender’s message (Keyton, 2011). It is an integral part of communication process because it gives opportunity to assess the success of the communication process, and it also allows the sender to determine whether the message has been received and understood (Akua & Emmanuel, 2014). Feedback enables the workplace to evaluate the level of coordination between the sender and the receiver (Mukti & Deepti, 2017).
It is only when the above process is complete, information and understanding has been properly transmitted between the sender and the intended receiver that we can confidently say communication has occurred (Akua & Emmanuel, pp.209, 2014).

However, it is worthy to note that the communication process can be interrupted by personal or environmental barriers. Put differently, a barrier is anything that hampers or distorts the message. Some examples include language barrier, emotions, attitudes, different perception of the message etc. (Akua & Emmanuel, pp.209, 2014)

[image: ] 
Diagrammatical representation of communication process
Source: Akua & Emmanuel (2014), Communication in the workplace: Guidelines for improving effectiveness.




[bookmark: _Toc72508927]1.4a. THE IMPORTANCE OF FEEDBACK
Feedback supports self-development and continuous Professional Development (Ramaprasad, 1983)
· Feedback enables the sender to assess the success of the communication process and determine whether the message has been successfully received and understood (Akua & Emmanuel, 2014)
· Feedback helps to focus employee’s work-related activities on the desired personal and organizational goals (Kleinbeck, 2004)
· Feedback enhances individual self-awareness (Herold & Greller, 1977)
· Feedback enables the workplace to evaluate the level of coordination between the sender and the receiver (Mukti & Deepti, 2017).
[image: ]
Component of feedback
Source: Kahmann and Mulder, (2011). Feedback in Organizations.

[bookmark: _Toc72508928]1.5 LEVELS OF FORMALITY IN COMMUNICATION
Formal communication refers to the sharing of official information about the workplace or is any communication that is offered in the official capacity of the professional involved. It is a style of speaking or writing that is orderly, neutral, controlled, following protocol, explicit and without an indication of close personal acquaintance (Glossary of Human Resources Management and Employee benefit terms. Available on https://www.bamboohr.com/hr-glossary/information-communication) 

Levels of formality
· There are basically two types of communication i.e., formal and informal communication
Formal communication
· Formality is subdivided into two, “deep” formality and surface formality
· Deep formality is the avoidance of ambiguity in communication by minimizing the context-dependence and fuzziness of expression. 
· Surface formality is an informal style of communication that is more flexible, direct, implicit and involved, but less informative.
· Formality or formal style of communication is achieved by explicit and precise description of the elements of the context needed to disambiguate the expression. It is characterized by accuracy, detachment and rigidity.
· Formal communication flows through the official channels in the organization.
· Examples of formal styles of communication are reports, official meetings, memoranda, policies etc. (Francis and Dewaele, 1999).
Informal communication
· Informal communication is the casual conversations between colleagues in the workplace. It is unofficial in nature and it is based on social relationships that are established in the workplace. It is also known as “grapevine”
· Informal communication in the workplace helps boost the employee’s moral and instills a sense of belonging on them.
· Informal communication flows freely and it is faster. It can be oral or written.
· Examples of informal communication in the workplace includes how colleagues interact in a casual way about families, football match, nature of weather, how they spent they holiday, sending birthday wish, writing emails to friends etc. (Francis and Dewaele, 1999)
  
[bookmark: _Toc72508929]1.6 THE CONCEPT OF EFFECTIVE COMMUNICATION
According to Lee Lacocca, (1992), “You can have brilliant ideas, but if you can’t get them across, your ideas won’t get anywhere”. The above statement underscores the importance of effective communication. Effective communication is the process of exchanging thoughts, knowledge, ideas and information between the sender and the receiver in such a way that the main objective is realized with the best possible approach (Prachi, 2018). Put differently, for communication to be effective, it must be presented in such a way that the views of the sender are best understood by the receiver. The message of communication has to be clear, correct, complete, precise and reliable (https:// theinvestorsbook.com/effective-communication.html). 

The ability to effectively communicate is a prerequisite for a successful planning, organizing, leading and controlling (Mason, Talya & Berrin, 2012). 
Effective communication helps people grasp issues, build rapport among coworkers and achieve consensus (Nebo, Nwankwo & Okonkwo, 2015).
Effective communication encourages greater productivity, ensures employees will understand their job and job specification, enables organizations to avoid costly failures and  promotes harmonious working relationships (CIPM,2007). 
[bookmark: _Toc72508930]1.7			CHARACTERISTICS OF EFFECTIVE COMMUNICATION
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Characteristics of Effective Communication
Source: Effective Communication (Prachi M., 2018)
[bookmark: _Toc72508931]1.8 EFFECTIVE COMMUNICATION SKILLS
· The techniques of effectively conveying a message are skills that can be developed after consistent practice and experience (Prachi, 2018). [image: ]
Effective Communication Skills
      Source: Effective Communication (Prachi M., 2018)




[bookmark: _Toc72508932]1.9 THEORIES OR MODELS OF COMMUNICATION
Shannon and Weaver theory of communication:
Shannon and Weaver, (1949) postulated a linear model of communication that basically provides a framework for examining how messages are sent and received. The model is also known for its ability to explain how messages can be misconstrued and mixed-up in the process of sending and receiving messages (Sabah Al-Fedaghi, 2012).
The model suggests that communication within a medium is frequently direct and un-directional.
[bookmark: _Hlk71493692]The elements of the model include: a source of data which produces a message, a transmitter, which encodes the message into signal, a medium to which signal are transformed for transmission, a receiver, which decodes the message from the signal, a destination where the message can be sent (Sabah Al-Fedaghi, 2012).
Berlo’s Model of Communication:
David Berlo’s SMCR Model of communication (1960) represent the process of communication in its simplest form. The acronym stands for sender, message, channel and receiver.
The model used SMCR component to describe the communication process:
· The sender: the sender of the message is the source who creates, encodes and sends the message to the receiver.
· The message: the message is the package of information that is transmitted from the sender to the receiver. The message can be sent through various forms as mentioned earlier.
· Since the sender of the message often desires that the receiver interprets the message in a certain way, it is therefore translated into a coded message for the receiver to understand with reasonable accuracy.
· The channels: this is the medium used to send messages.
·  The receiver: this is the person who receives the message and subsequently decodes the coded message.
In order to make communication effective, the model holds the view that the receiver’s thinking pattern must be in line with that of the sender, only then can communication happen properly. 
David Berlo’s theory of communication can be described as “tremendously influential” in offering a more flexible and “humanized conception of Claude Shannon’s theory” that enhanced its application to written, oral, and electronic communication (Berlo, 1960).

[bookmark: _Toc72508933]SECTION TWO
[bookmark: _Toc72508934]2.1 PERSONAL DEVELOPMENT PLAN (PDP) BASE TO IMPROVE COMMUNICATION SKILLS
· Goal: Improve my communication skills
· Objectives:
a. Improve on my message clarity, brevity and precision.
b. Develop self-confidence especially when addressing audience or crowd.
c. Be a very good listener and develop advance emotional intelligence.
· I hope to achieve the above objectives within the next two years.
· The proposed strategies to be adopted include attending trainings and seminars on effective communication skills, study more on contemporary effective communication skills and conduct research.
· What may constitute a challenge to achieving these goals/objectives is time and finance.
· If successfully achieved, I will become a better communicator, train other employees in my workplace and by extension, enhance efficiency and productivity.


[bookmark: _Toc72508935]2.2 CRITERIA TO EVALUATE EFFECTIVE COMMUNICATION SKILLS
· Periodic feedback: Evaluating communication skills through periodic feedbacks gives insights that inform the entire process, as a result, it is possible to modify and adapt messages in different ways to produce a successful outcome.
· Baseline: it is very important to have a baseline to effectively evaluate communication skills, it helps to demonstrate results, measure outcome and solidify the measurement plan.
· Reporting: reporting is an instrument that measures the details and final breakdown of the message; if it’s successful or not and why.
· Videotape: the use of video recording of regular simulated communication process can help review feedbacks and assess communication skills (Dalen, Prince, Scherpbier & Vleuten, 1998)
[bookmark: _Toc72508936]2.3 RANGE OF VERBAL AND WRITTEN COMMUNICATION METHODS
       Verbal Communication
· Verbal communication is the most effective method to convey ideas, feelings, information etc.
· Verbal communication maybe spoken or written.
· In my workplace, verbal communication is used during meetings, trainings, seminars, presentations etc.
· Verbal communication saves stationaries, it gives instant feedbacks, it saves paper work and  reduces message preparation time.
· Some of the challenges associated with verbal communication are: limited retention, scope for misunderstanding, loss of legal validity etc.
Written Communication
· Written communication means the sending of messages, orders, or instructions in writing through letters, reports, telegrams, circulars, office memo, bulletins etc.
· Written communication is more precise and carefully prepared than the verbal communication.
· Forms of written communication used in my workplace are posters, letters, reports, emails, websites, magazines, advertisements, journals, minutes of meetings etc.
· It provides protection against transmission loss,  has clarity in presentation,  is good for permanent record keeping and is useful for repetitive communication and accountability.
· Its short-comings are; it is time consuming, expensive, lacks privacy, lacks delay in feedbacks, is inflexible and has limited applicability.
[bookmark: _Toc72508937]2.4 ANALYSIS OF MY PERSONAL VERBAL AND WRITTEN COMMUNICATION SKILLS INCLUDE
· Talking in details when it is necessary because sometimes short messages could lead to incomplete information and cause misunderstanding.
· In writing, I try to be brief and precise to communicate more; the smaller the better.
· I try to not interrupt during verbal communication, rather, I prefer to be a good listener.
· I try to resist the urge to tell the entire story especially during explanations.
· Writing persuasively is a technique for getting those who oppose my topic convinced. 
[bookmark: _Toc72508938]2.5 MY OWN COMMUNICATION STYLES
Non-verbal communication:
· Facial expression: I use it to convey emotions during communication.
· Eye contact: I use it to show interest, attention, attraction or pass a message when necessary.
· Hand and other gestures: I used it for demonstration during communication for more emphasis, e.g., moving hands to demonstrate while talking or giving direction, nodding head to show the message is understood etc.
· Active listening: in practicing this skill, I give important conversations undivided attention, I resist temptation to interrupt the speaker when talking and face him/her squarely. I use complimentary remarks like ‘yes’ ‘aha’ etc. to show I am following the conversation.
Verbal Communication
· I choose my words carefully and use calm tone during important conversations.
· I try to be objective and avoid unnecessary distractions.
· I try to convey official messages concisely and speak calmly even when stressed.
· I use assertive technique in my communications when necessary, paraphrase to show understanding and request for feedbacks etc.
[bookmark: _Toc72508939]2.6 THE IMPACT OF COMMUNICATION THEORIES ON MY COMMUNICATION SKILLS
· Shannon and Weaver theory of communication (1949) helped me to understand that there could be mix-ups and misunderstanding in the process of sending and receiving messages, as such, one needs to be careful and conscious.
· Berlo’s theory of communication simplified the communication process with his SMCR acronym which made it easy for me to understand that the communication process basically revolves around the sender, the message, the channel and the receiver.
· Also, the theory helped me to understand that for any communication to be effective, the receiver’s thinking pattern must be in-line with that of the sender. 


[bookmark: _Toc72508940]2.7    AREAS OF STRENGTH AND WEAKNESS
	AREAS OF STRENGHTH
	AREAS OF WEAKNESS

	      Verbal communication
	      Written communication

	· Motivational Speech 
	· Writing reports

	· Delivering lecturers
	· Budget preparation 

	· Story telling
	· Mathematical Presentation

	· Casual conversations
	· Lengthy write ups



[bookmark: _Toc72508941]2. 8 PERSONAL DEVELOPMENT PLAN TO OVERCOME WEAKNESSES AND BUILD STRENGTH
· Become an expert in written communication within the next two years.
· Undergo trainings and re-training, seminars and conferences in report writing, budget preparation, mathematical presentation and lengthy write-ups.
· Study more on these areas.
· Identify with experts in these areas.
· Engage in constant practice .
· Occasionally, subject my write-ups for assessment .
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