[image: ]






















Content
Introduction									Page- 3
Verbal and Non- verbal Communication					Page- 3
Listening									Page- 4&5
Shannon and Weaver Model						Page- 5 & 6
Employee Communication							Page- 6 &7
Barriers to Communication							Page- 7
Conclusion									Page- 8
Reference									Page- 9
[bookmark: _GoBack]Appendix									Page -10






















Introduction
The purpose of this report is to analyse communication in my workplace. This will be done by focusing of different aspect of communication such as models of communication, what is the communication, how people communicate, different types of communication, (formal, informal, verbal, written, non -verbal, barriers of communication.

Communication is the process of taking one idea from someone's mind and giving it or sharing it with another person or group. Communication always has a sender and a receiver. The sender has a message which he wants the receiver to understand. There are many forms of communication both verbal and non-verbal. Communication is very important in life. At work, communication is what we need to be able to work together so that everyone is doing what is right for the company or organisation.

There are many things which can make communication bad. These can be physical things like a bad mobile connection or things to do with language. This is why it’s always important to see how we can always remove any barriers so that the understanding is better. A business should see communication as something that connects its people to its ideas. That is why a business should try to invest in the skills needed for good communication. 


Verbal and non-verbal Communication

There are many ways we can communicate but the two important groups are verbal and non-verbal.
Verbal communication is about the words we use so it can be when we speak face to face with someone or a group, or when we send a message on the phone via email or a letter.
Nonverbal communication is about the message we send without using words. This can include body language, tone of voice, gestures, eye contact, facial expressions. Although the words we use are important it is also important how we use those words. If we are communicating our feelings and attitudes, research shows that only 7 % of our message is dependent on the words we use (Marbian, 2007).

Most of the time when we send a message our verbal and non-verbal communication are consistent (Workplace Strategies for Mental Health).
 However, sometimes they can be inconsistent. It is very important that we avoid this problem otherwise it means the receiver might get confused with the message we are sending. For example, at work a manager tells you that your work is slow, but he might say it with a smile and a soft tone. You might think this means it's a good thing, that he thinks you take your time to make sure everything is perfect, but really, he wants you to speed up.
There are things a manager can do to make sure the worker understands him via non-verbal means. For example, he could look out for gestures, facial expressions (The Business Communication). If the person has a frown or looks confused, he will know he needs to explain better.
With verbal communications it's also important to make sure the workers understand. An easy to do this is to ask questions at the end of any email or message, this is a direct feedback from the employee which removes any confusion the manager and the employee.
In my case study class (Maria and Pedro) I have learnt misunderstanding communication, models of Communication. It is improving my communication skills.




Listening

When trying to put their point across, people are usually focused on what they want to say. However, But, good communication needs good listening, not just talking (Mediate.com)
There is a difference between listening and hearing. Hearing can be anything like background noise, for example we can hear the traffic, but listening is deeper. Listening needs concentration and we choose to listen.
It is important for any company to have people in charge who listen. This means they can better understand their workers. Sometimes workers are not able to do their job properly because they don't have the right resources or tools or they simply don't know, they don't have the skills or knowledge. Many times, it is the company setting unrealistic goals.
By speaking to and listening to workers the company can see where the problem is and try and find a solution, for example they can find the resources they need to help the employees do what is expected of them.
It is in the company's interest to make sure the workers are happy. Studies have shown that neutral and happy workers are better workers. So by listening and showing compassion, maybe even about things that affect the worker outside of their job, the company can show it cares, which will make the worker work better.
In my workplace, a lot of my colleagues are mothers. Because of this they often have to plan their work around their children which means sometimes they have to call in sick suddenly or take days off for their children. That is why it is important that the company is flexible and understands this. If the company didn't listen to the workers, it would eventually lose them as the workers family comes before work. And a high turnover of staff is bad for any business.



Shannon and Weaver Model

There are many models of communication, but Shannon -Weaver model is the most well-known and influential (Oxford Reference). It was established by Claude Elwood Shannon and Warren Weaver in 1948. Most people see it as 'the Mother of all Models". It is made up of 4 parts: Sender, Message, Channel, Receiver.
The sender is the person who wants to send some piece of information. This is usually a person.
The Message is what they want to say. This could be a piece of information, an order, a request, or anything like that.
The Channel is what is used to send that message. This could be something like the phone or the PC. It is the thing used to link the sender and the receiver. The receiver is the person who the message is meant for, the person who needs to understand what has been sent.
One of the criticisms of the Shannon-Weaver model is that it is most effective only  in person-to-person communication instead of in large groups (Businesstopia, 2018). This means that it is very good for dealing with the communication between one specific employee and the manager. This is often not a problem as you don't usually need to communicate in large groups. For example, if there is an issue with a particular employee, it would be much better for the manager to deal with the employee one-to-one. However, there are many occasions where a manager needs to say the same thing to a whole group. This is especially true in bigger companies. In these situations, the Shannon Weaver model isn't the best one. Another one is that this model doesn't really deal with feedback (Communication Theory). Without feedback, the communication is only one way. This isn’t always the problem, but it can be in some situations. Sometimes a manager could change a policy which has a negative effect on an employee. If there is no feedback, the manager will never really know what the employee feels, which could affect how he performs in his role.

Employee Communication
For any company to be successful, the message, the brand is carried by the employees. Therefore, it is always important to have them supporting you. One way to keep employees informed is regular feedback. Too often companies say nothing for months and then end up destroying a worker’s morale when it comes to reviews. A good leader will have regular meetings, give regular feedback. In my workplace this is normal now. The company regularly gives us feedback so that small problems don't become big ones. That way workers don't feel they are always being criticised. 
It is also important for leaders to use the right language when they are communicating with their employees. This can be the difference between a happy worker and someone looking at the clock waiting to go home. Leaders should also make sure the workers have the resources to do their jobs properly. Very often managers want workers to do the maximum work with the minimum resources. This leads to unhappiness and failure often. Leaders must realism, they are part of the team too and not there just to dictate, but to actually help.
Another key area in which communication is important is in maintaining harmony in the workplace. An organisation often looks for communication training when there is tension between colleagues (Leadership Choice, 2016). That's why it's important there is good communication to stop problems from arising in the first place. If the communication and the lines of communication are good, a worker can take his complaints to the manager before it becomes something much more serious. If there is no way for the worker to share his problems, then he will let it build up which will cause long term problems for him and the work environment.



Barriers to Communication

One of the most common forms of barrier to communication is  physical barriers. (Skills You Need, 2017). One clear example is communicating with a deaf person. Unless the sender knows sign language or can use another form he wont be able to express to the deaf person what he wants to say. This is an example of the communication not being received at all.

Another example of communication not being received is for example environmental factors, such as noise. If a manager wants to speak to a worker and there are other people around, he won't be able to convey his message. This happens a lot at my job because usually the manager doesn't have the time to speak to each worker one to one.
Another barrier to communication is that it is received but not understood. There are many reasons for this. One of the biggest reasons could be language barrier. If someone who doesn't speak fluently is being spoken to cannot understand all the words, they will hear it, but they won't be able to understand. Or it could be they both speak the same language but because the speaker is using very technical language or jargon the receiver can't really understand it, even though he speaks the same language.
Another factor which often acts as a barrier to communication is when the message is understood but it can be distorted. This could be because of differing factors that can be emotional or psychological. This means that sometimes two people can hear and understand the same words but the meaning the take from it is different. For example, at work a manager asks someone to clean the toilet. One person might take this as their job and do it happily, while another might think this is the manager trying to show who is boss.










Conclusion
In conclusion, it is clear that communication, is essential in every part of our lives. We need it at home with our family, we need it at work, we need it or use it everywhere. When we are watching television, or reading the newspaper, all of this is communication. They are trying to communicate something to us. Newspapers for example want us to believe them, to support their political party.  When we are watching the news, the channel is sharing with us what is happening in the country and the world.


Communication can be the difference between success and failure, between happy and sad. This is why it is important we understand communication and learn to use it well. There are many different forms of communication, so it is important we choose the right form in every case. It is also important that we try to cancel out the main barriers to communication. If we do this, people will understand us better and are more likely to listen to us and not make mistakes which will be bad for them and us.
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Ex.1. Read the following passage and answer the questions on the next page.

Case Study: A Day With The Chief

Mark is a top-performing salesperson at a pharmaceutical supply company. As a reward for his
performance, he is treated to a trip to the corporate office in California to meet the chief executive
officer, Ms. Mills. Ms. Mills is known around the office as the “Wicked Witch of the West” because
of her short and sometimes abrasive demeanour. -

Mark’s co-workers share “horror stories” of their encounters with her, stating that she rarely makes
eye contact, never smiles, and dislikes being approached unless she initiates the conversation.
Although he is excited to travel, he is also nervous about what he and Ms. Mills might talk about.
He prepares by thinking about how he can share his sales strategies and techniques. On the day of
the meeting, he waits patiently for Ms. Mills’ assistant to call him into her office. When he is escorted
in to meet her, he is shocked to see a petite woman behind the large desk smiling back at him with

kind eyes. He approaches, shakes her hand, and waits for her permission to sit.

Ms. Mills is nothing like the horrible person they made her out to be. Ms. Mills asks Mark several
thoughtful questions about why he is successful, ways the staff can be supported, and how the
company fits in with his professional goals. Mark feels more and more comfortable as she leans
forward to listen intently to what he is saying. Mark loosens his tie, crosses his legs, and begins
sharing stories of how he feels his immediate supervisor has dropped the ball on more than one
occasion and that the team would be better if more money were allocated to inc_eptilc_as_and

bonuses. Mark immediately sees Ms. Mills’ eyes begin to squint and her brow furrow. She stands

up abruptly and says in a gruff voice that their time is up and that her assistant will show him out.
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1. Given the professional context, what would you have done the same and/or differently if you
were in Mark’s position?

2. Do you think Mark accurately evaluated the context? Why or why not?

3. What communication factors led to the change in the chief executive officer’s disposition?

4. How could Mark improve his communication skills?
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Ex.1. Read the following passage and answer the questions.

The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He
never went into the village, bur shopped in the town near the University because he had nothing in common
with the village people, who were largely uneducated and did manual jobs. One night, the professor fell
asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
‘The edifice is being consumed by a great conflagration!’
‘The edifice is being consumed by a great conflagration!

The village people looked at him and continued doing what they were doing.
‘Don’t you understand?’ He said. “The edifice is being consumed by a great conflagration!’
They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat down on
the ground and wept. The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My
home has been destroyed by the fire. | came and begged you last night.” He wept.

‘But Professor, why didn’t you say that your house was on fire? We would have helped.’

Q1: Why didn’t the village people help the Professor?

Q2: What should he have done to get them to help him?

Q3: Whose model of communication do you think can explain this situation?
Q4: Why?
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Ex.2. Read the following brief and write a business email according to the instructions.

You are Director of Communications at your company and you would like an employee, Jack Daniels, to join
your Communications Training team.

- Tell JD why you are writing
- Say what you have observed and like about his communication skills

- Tell him why you think he would be an asset to the team
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