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1.0 Introduction 
1.1 communication
What does it mean communication?
According to Maund “Communication is the exchange of thoughts, information or ideas that results in mutual understanding between two or more people”(2017). In a business context it should be assumed that clarity is always intended and that message have specific purposes. The process requires at least one sender, one receiver it all begins with a concept created by the sender and encoded by the receiver throughout words, symbols, pictures etc.. as it showed in the figure 1.0 
[image: ]   (figure 1.0)

1.2 Methods of communication
Methods of communication : 
1) Verbal communication is the use of sounds to express yourself and also is the most common type of communication that people use till today
2) Nonverbal communication is the opposite of verbal communication instead of using the sounds we are going to use our body language to express ourselves such as smiling, eye contact, etc..
3) Written communication is the way to send a messages via writing such as letters, emails, reports etc..
4) Virtual communication has been developed during this century thanks for the technology that is growing up very quickly. It’s being called virtual communication when people communicate without being face-to-face.
1.3 The importance of communication in the workplace, in management
In the workplace the key of success is hiding behind the communication, most of the organizations that we know nowadays they haven’t achieved where they are right with only luck but 90% behind of their success is the communication. “Communication skills are foundational for individual, team, and organizational success” (Kinnick & Parton, 2005). For example, oral communication and interpersonal skills are often cited as the most important criteria in evaluating job candidates (Maund et al,  2017, p47) 


1.4 Report 
What does this report going to show?
This report will show how communication can be made effective in a business organisation, how communication works between Management and Employees and what is the beneficial of a good communication. At the same time we aimed to analyse some organizations and how can we take beneficial from their mistakes or also from their failure. It is hoped that with more information and knowledge it helps to avoid to do the same mistakes that the organisations done previously.
2.0 Team-Working
2.1 How communication can effect in a business organisation?
A good communication between the employee inside of a business organisation could have a good or bad impact. An example of the beneficial that the communication can effect the organisation is to make the environment more easy to manage, can come across all the doubt or problem that a worker is facing in that particular period and try to resolve it together so in this case your building up also trust between you and your co-worker. But in the other hands communication can evolve in gossip, let’s have an idea of the meaning of gossip. According to Peter morgan(2017) gossip is the unauthorised spreading of information about another individual or individuals. This implies that not all the time the information that the workers exchange between them are reliable thus bringing chaos and distrust between the employee and their manager.
2.2 How communication work between Management and Employees and to what purpose?
Management approach employees with different type of communication :
1) “Tone of voice constitutes 38% of our communication”(kendel, 2016) as an example if you speak softly it means your engaging the conversation in a friendly way but in case you shout or your voice is loud you are showing your insecurity even lack of confidence it depends on the situation.
2) Level of formality has a big impact during the communication and it can have two type of level
a) “Formal communication channels are recognized officially by the organization. Information in an organization provided by the formal communication makes managers activities easier” (Al Eslami Kandlousi, Janee Ali, Abdollahi 2010). Being more specific in terms of activities easier helps to make strong the trust, increase productivity and finally helps to maintain a good relationship among the co-workers.
b) Informal communication is as important as formal communication,  According to Homans (1951), existence of informal system in an organization is unavoidable because employees resist being treated as means to an end, and they interact as whole, bringing with them their own problems and purposes that give rise to spontaneous behavior that seek to control their condition of work (Ogaard et al, 2008, p. 2)
3) Active listening “is the key to accurately understanding what another person is saying”(Maund et al, 2017). This skill is very crucial to seek to “ get into the shoes” of the speaker and see the issue through his or her eyes before responding (kegan, 1994). To do that our individual need to follow the scheme of SOLER developed by Egan.
· S – Face the client squarely. That is, adopt a posture that indicates involvement.
· O – Adopt an Open posture. Crossed arms and crossed legs can be sign of lessened involvement with or availability to others.
· L – Remember that is possible to lean toward the other. Watch two people In a restaurant who are intimately engaged in conversation. Very often they are leaning both forward over the table as a natural sign of their involvement.
· E – Maintain good eye contact. Maintaining good eye contact with a client is another way of saying, “I’m with you”.
· R – Try to be relatively Relaxed or natural in these behaviours. Being relaxed it means not fidgeting nervously or engaging in distracting facial expression. Being natural instead it means put the client at ease (Egan, 2004).
        5) Self-awareness represents the capacity of becoming the object of one’s own attention. In                         this state one actively identifies, processes, and stores information about the self.  (Morin ,2011)
· Physical – This allows to understand what it need to be healthy and strong.
· Relational – what are your strengths, weaknesses, addiction and it helps you to be aware of your good and bad habits
· Emotional – This type of self-awareness involve you to being able to notice when you are experiencing a feeling, and being able to identify what that feeling is(Phd 2018).


There’s several way that communication work between Management and employees :
1) The relationship between the management and employees has to be mutual, it means the  employees going to have the same importance to the company as a management does.
2) Management needs to create an environment which the employees can express their self
freely, listen and move based their opinion so in this case the employees are going to become more initiative to bring the company in a better position than now.
3) Management should understand the co-workers needs as we mentioned before it is going to create a peaceful atmosphere.
2.3 Models of communication
message
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	Figure (1.1)

As shown in figure 1.1, describe the communication as a process in which there are two individuals(it might have more than two individuals) one sender and one receiver. The sender is going to formulate a message which it will send via verbal, telephone , voicemail, etc.. the receiver will decode the message and it will reply by  feedback. As an example, a guy sends a message via phone call to his friend about a party school. The guy receives the message of what time the party starts and according to his friend they decided to go 10 minutes early. It goes like this:
Student : what time the party start ? Friend (feedback) at 10 o’clock, let’s meet at 9:50.
Here,                                                                                                                                                                                                         Sender : Student
Encoder : Telephone network company
Channel : mobile network
Decoder : mobile phone
Receiver : Friend

2.4 Shannon and Weaver Model of Communication
Shannon Weaver model of communication was created in 1948 when Claude Elwood Shannon wrote an article “A Mathematical Theory of Communication “ in Bell System Technical Journal with Warren Weaver. 
[image: ]
				Figure (1.2)
As it shown in figure (1.2) the sender formulates a message and sends through a channel such as telephone or media. The receiver has to decode the message but as it shown the channel can have noise and it might create problem to the receiver in the moment of decoding.
2.5 Berlo’s model of communication
In 1948, the bell system technical journal published a mathematical model developed by Claude Shannon and Warren Weaver. This model was initially developed to improve technical communication, but would rather be applied in many other fields(Janse ,2018).[image: ] Figure (1.3)
Berlo’s compared to other model of communication is more complex because the model consist of four component that could be influenced by external agents. To be sure that there wouldn’t be any misunderstanding the sender and receiver has to share some common ground, such as knowledge, culture and attitude. Also there are some other factors like disruptions, noise that might cause some issue throughout the communication.
2.6 Schramm’s Model of Communication 
Wilbur Schramm (1954) began studying communication as an independent discipline. He developed several models for addressing different questions.
[image: ]
	Figure (1.4)
As per idea of Richard(2004)Schramm’s models introduced the idea of feedback from the receiver to the sender. In this model, communication becomes a continuous process of messages and feedback. Schramm was also the first to consider the fields of experience of the sender and receiver, as an example if a doctor use medical term towards a group of children between them there  will not be any kind of communication.


3.0 Case study
After I started this course( skills for the workplace ) I could improve some of my aspects in my working environment and I would like to explain how I practice the concept that we had discussed before. First of all, I’m working as a food and beverage attended for a company called Britannia hotel situated in Canary wharf. As we mentioned before communication is very important inside of a company but in my case, I did not have good communication. As an example on 20 February, 2020 the old 20-pound note has been replaced with a new one and our management had already been informed but he didn’t mentione to anybody for that change and this brought to delay during the payment and nobody knows if they could actually take the new note, so this brought disorganization and distrust towards the professionalism of the manager. To compare with one of the models of communication that is more suitable to our case is Berlo, in this example there wasn’t any feedback from our receiver. The issue could be attitude, distraction, or maybe the sender receives the feedback but because of the different levels of communication skills, he couldn’t understand the message. So thanks for this event I could actually understand how communication is important on my own skin and how I can help my company grow up. For example, I started to ask every day to our duty manager if there is any new information so I can spread the source among my co-workers so anybody could be prepared for any kind of change.

4.0 Conclusion 
From the above report, it can be summarised that communication constitutes 90% of a workplace so it becomes impossible denying this part. Is not only an exchange of information although prepare you to understand people, their emotion, and their thoughts.  Learning the art of communication becomes also essential if we are seeking for job or, opening a business. At last different methods of communication explained how different situations with a different type of communication can help to increase positive results at the workplace.
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Effective Team Working and Communication – Term 1  
BMSW4002 


In-class exercise 1 
 
 


1 | P a g e  
 


Student Name: _________________________________    Student ID: ____________________ 
Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned 
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. 
_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________ 
_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________


_____________________________________________________________________________________ 
 
Lecturer’s signature: _________________________________    Date:  ____________________ 
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