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[bookmark: _Toc70640513]1.	Introduction
In the following report, I will be talking about communication in general, and in the workplace, enhancing the importance it has in how effective a team is. I will be doing this by providing an explanation of some of the different models of communication we have studied, and by giving examples of some problems that I know have happened because of a communication mistake. An important part of my report is also the section where I talk about communication skills, and some case studies that we have revised in class and analyse them to try to understand what the problem was.
[bookmark: _Toc70640514]2.	Communication skills
Communication is the procedure of transmitting and obtaining ideas through nonverbal or verbal techniques, including speech, or spoken communication, writing and graphic representations and signs, gestures, and behaviour. More easily, communication is understood as "the creation and exchange of meaning."
(Nordquist, 2019)
[bookmark: _Toc70640515]2.1	Verbal Communication
Verbal Communication is a type of communication which sends a message through spoken words, it has the ability two transmit feelings, (such as surprise, anger, joy) ideas, and opinions in different ways, for example presentations, face to face conversations, discussions, and debates. Depending on the situation, you will have to adequate your tone of voice, or the pitch you want to give, make sure the language you are using is appropriate for the occasion, being able to differentiate between formal and informal vocabulary is a necessary communication skill every employee should have. 
[bookmark: _Toc70640516]2.2	Non-verbal Communication
Nonverbal communication is a type of communication who uses gestures, facial expressions, postures, and movement, to express or communicate, for example sign language and Makaton. It can also use writing channels to transmit a message, such as e-mails, letters, and text messages. People with hearing diseases or people with learning disabilities might need to communicate through nonverbal communication. In the other hand, at work it is very common to communicate through emails, letters and even text messages, because the message we want to transmit goes faster and gets to the other person in a quicker and more effective way.
[bookmark: _Toc70640517]2.3	Listening
Active and empathetic listening is key when communicating with others, but you must make sure that you listen in a proper way, to avoid making the other person feel uncomfortable. When you are actively listening to someone, make sure you have direct eye contact, and an open body language, because this will let the other person know that you are interested in what is being said, avoid looking the other way, or using your mobile phone while someone is talking to you, this will help you understand better the conversation and it will demonstrate that you are respectful and polite. 
In the other hand, when you are empathetically listening to others, delicate physical contact will make a difference, in this type of conversations is normal to feel sympathy for the other so placing one hand in the persons back or passing your arm above the other persons shoulders will show that you are caring and understanding with him/her. 
[bookmark: _Toc70640518]3.	Refer to case studies
As we can see in Appendix 1 Barry is facing a language barrier in his workplace because of the different ethnicities and backgrounds of his employees, he is not able to communicate effectively with his team, that is why there is misunderstandings within the tasks that need to be done because Barry as the manager has the responsibility to ensure that in the kitchen everything runs smoothly. There is also a culture barrier that Barry is facing, people in his team think that food needs to be storage as they would do normally at their homes, but that is not true, they need to follow some guidance and some rules that are being stipulated to have everyone, meaning the clients and members of staff, safe.
As we can see in appendix 2 the professor is facing a terminology barrier, he lives in a small town where his sophisticated language is not understandable for the people. In the town the individuals have different terminologies for things that he wanted to express, that is why when he started shouting that his “edifice was being consumed by a conflagration” the people didn't understand, instead what he could have done was start shouting “there is a fire” and the people would have helped him. That is why you need to know where you have to use certain, formal or informal, language so this type of problems doesn’t occur.
[bookmark: _Toc70640519]4.	Models of Communication
[bookmark: _Toc70640520]4.1.	Shannon-Weaver´s Model
The Shannon and Weaver Model of Communication is a numerical concept of communication that contends that social interaction can be broken into six crucial notions:
· Sender: is the individual (or object) who has the data to start with.
· Encoder: can be the device (or person) that transforms the concept into signs that can be transmitted from the transmitter to the recipient.
· Channel: is the infrastructure that obtains data from the sender and transmitter all through to the decoder and receiver.
· Noise: is a dysfunctional part, any intervention with the message spread along the channel will disturb to the signal received, remaining distinct from the message that the source sent.
· Decoder: is the opposite of encoding, is a machine that can decode a message from binary characters or waves into a system that can be identified by the receiver.
· Receiver: is the step where the individual finally gets the message, or what is left after the noise interference.
Was first suggest by Claude Shannon and Warren Weaver in 1948. This is a lineal model that presents a structure for examining how messages are sent and received. It describes how messages can be interspersed and misunderstood in the procedure between transmitting and obtaining the information. 
(Drew, n.d.)
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[bookmark: _Toc70640521]4.2.	Berlo´s SMRC Model
David Berlo’s SMCR Model of Communication signifies the procedure of interaction in its easiest way. The abbreviation SMCR stands for Sender, Message, Channel, and Receiver.
Berlo’s SMCR Model of Communication was created in 1960 and explains the diverse elements that can shape the fundamental method of interaction. This communication tool also highlights the coding and decoding of the message and it can be applied for more effective communication.
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· Sender: The source, also called the sender is where the process of exchanging information begins. Is where someone transfers the data to the receiver after cautiously putting his ideas into words.
· Message: This happens when a person transforms his ideas into words, a message is formed. The procedure is also called Encoding.
· Channel: This refers to the way how the data goes from the source to the receiver.
· Receiver: When the message arrives to the receiver, he tries to comprehend what the listener needs to communicate and then answers appropriately. This is also called as decoding.
(Juneja, n.d)
[bookmark: _Toc70640522]4.3.	Schramm´s Model
The Osgood-Schramm model of communication is described as a circular model that reveals that messages move in two ways. The four key principles that the model has are:
· Communication is circular not linear.
· Is mostly equal and reciprocal.
· Messages need an analysis.
· This model has three steps for communicating: encoding, decoding, and interpreting. 
(Drew, n.d.)
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[bookmark: _Toc70640523]5. 	Poor communication at Workplace
Communication at workplace is one of the most important parts for the success of an organisation. This needs to be effective and trust-based so the employees, employers and every single person in the team feels confident. This will help to keep effective relationships between everyone and ensure that there is a happy and fun environment where working is not only a duty, but it is also something that everyone enjoys. By having good communication at workplace, we enhance the team productivity, and we help to improve everyone’s self-esteem. There are some cases where misunderstandings or mistakes happen because of the poor communication at workplace, that is why I am showing here some cases where there has been a poor communication because of several barriers that have stopped us from having an effective communication system, everything I am mentioning can be solved in order to create strong workers and strong competitors in the working sector.
· My friend works doing the cleaning of an spa, she is Hispanic so her first language is Spanish, she has been in the UK for a short period of time which makes difficult for her communicate with the team in her job, for example one day she got at work and her manager had left a note communicating her that someone was going to be in the spa to deliver some stuff that was needed, she didn't know what the note meant and she didn't stay for long enough to wait for the delivery, this caused her a discount on her salary because of the mistake that was committed, this is a good example of bad communication at workplace because of the language barrier. This would be solved by having a translator, and start teaching my friend some English related to her job exclusively.
· Mt sister works as a babysitter, and one of the biggest problems she faces is being unable to comprehend what the kid she babysits is saying, because she has not lived with the kid for long enough to understand what she tries to say, a good solution for this type o problem, would be asking for the mums help, the mum can write what she means or explain to the nanny.
[bookmark: _Toc70640524]6.	How to improve communication skills at workplace?
According to (LLoyd, 2019) there are some rational motives for the absence of trust, and he named some harmful habits that can be trust-crushers. 
Some of the points he considers damaging for an organisation are the following:
· Lengthy email chains: it is simple to fall into this situation, mostly when the employee and employer are in different geographical position. Generally, these type of dialogues gets more controversial and defensive as longer as the conversation keeps going. 
· Talking about instead of talking with others: this occurs when people talk about each other’s instead of talk to each other’s. Very often leaders think they must listen and then try to fix what they have just heard about, but that normally just aggravates the situation. The reason is that instead of making the individual take ownership and solve his/her personal disagreements, the leader ends up in the middle.
· Playing the blame game: This happens when employees begin to point the finger one to each other. 
For these points, he contemplates that the following advice is especially useful to eradicate some of the habits that are harmful for a company.
In the first case, with lengthy email chains, the employee must stop the chain, but when and how he must do this? The answer for this question is easy, when, at the third email in chain and how, he can pick up the phone and call the person that he was chatting with.
In the second case, people need to be initially listened, then, support them with conversation points, send them back to the individual they should be speaking with, and look for the person to report back on how it went to someone else for solving the problem. If that does not work, the leader must get implicated more precisely.
In the last case, the employer must create a place where people can have group sessions and build team goals that force everyone to be more collaborative. Keep calmness and in “coaching mode” when errors are produced. Accept the intentions and recommend each person to do the same.
[bookmark: _Toc70640525]7.	Conclusions
Effective communication at the workplace is important yet difficult to acquire, there are many barriers that keeps us from having an effective communication system, working on that will lead to everyone’s satisfaction. Good communication in the workplace its key, because it helps us keeping a healthy and happy environment, in the organisation we work in. By having good communication, we do better our responsibilities as a team, which leads to pride and success. But this is not only beneficial in the workplace, also in our personal life, it makes us be more comprehensive and understanding of the world we live in. Effective communication is a skill we all should have, it turns us into strong competence in the working field we choose, but it also turns us into amazing human beings.
[bookmark: _Toc70640526]8.	Appendix
8.1. Appendix 1 (Case study)
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(University of Wales Trinity Saint David, 2021)

8.2. Appendix 2 (Case study)
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8.3. Appendix 3 (Class activity)
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Case Study 1 — Barry and Communication Barriers: Effective Communication as a
Motivator

As you read their case, think about how you might help communicate with the
employee to remedy the conflict. Answer the critical thinking questions at the end of
the case

Barry is a 27-year-old who is the manager of a restaurant. He is responsible for
supervising and managing all employees in the kitchen. Employees working there
range from 16 years old to 55 years old. In addition, the employees come from diverse
cultural and ethnic backgrounds. For many, English is not their primary language.

Barry is qualified food safety officer who tries his best to keep up with food safety
issues in the kitchen, but he admits it's not easy. Employees receive “on the job
training” about food safety basics (for example, appropriate hygiene and handwashing,
time/temperature, and cleaning and sanitizing). But with high tumover of employees,
training is often hurried, and some new employees are put right into the job without
training if it is a busy day. Eventually, most employees get food safety training of a
kind. The owners of the restaurant are supportive of Barry in his food safety efforts
because they know if the Health and Safety Inspector found standards to be poor, their
restaurant could go out of business. Still, the owners note there are additional costs
for training and making sure food is handled safely.

One day Barry rushes to get into work on time. He had been working on his car until
2am. and realized that he didn't have a clean uniform. However, he managed to find
one that was not very dirty. As he dressed, he realized that he needed a haircut and
a good hand scrubbing, especially after working on his car.

When he rushed into the kitchen, he noticed several trays of uncooked meat on the
work tops. They appeared to have been sitting at room temperature for some time.
Barry is frustrated and doesn't know what to do. He felt like he was beating his head
against a brick wall in trying to get his employees to practise food safety.

Barry has made many efforts to get them to learn how to handle food safely. He has
putlarge signs all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD
and WASH YOUR HANDS OFTEN. All employees are given a thermometer when
they start so that they can assess the temperature of food. Hand sinks, soap, and
paper towels are available for employees so that they are encouraged to wash their
hands frequently.
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1. What are the communication challenges and barriers Barry faces?

2. What solutions might Barry consider in addressing each of these challenges and
barriers?

3. What are some ways Barry might use effective communication as a motivator for
employees to follow safe food handiing practices?
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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.

‘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.
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Comwmunication Task- Breaking the
Bad News

Pair up with a classmate

Work own a script

Evact the script infront of your
tutor and classmates

Remember to be polite, sensitive and
encouraging





image8.png
02:47 T E)

{7 ’ﬁf +44 7832 656625 >
—_—

Tue 2 Mar
I will say | was very struggle ;5

Withmy job ;.5
And another problem ;.5

Isok? 7.4,
- =
Good afternoon Oana, unfortunately we
cannot accept you in our university
because you didn't take the exam. We
are so sorry, but prepare yourself more
and we will be pleased to have you here

next year, 17:324
- - . o
Iwill say that .5,

ok 1 r

What are you going to say? ;... »
lwriting early 5.5,

But you should put in a paragraph
17:33/
Good afternoon Sabrina .-~
I'm very sorry to heard that .4,
I'm so upset about that 5.4,

©

But | was expecting.. Because in the last
time everthing was very bad for me..
17:36

+ C ® 9





image9.png
02:46 w T

<7 ’ﬁf +44.7832 656625 O &

Tue 2 Mar LEt'S StArt 4754

OK what we need to do? ., ‘
One of us need to tell the bad news and
the other one should respond 17:25

Aaok ;5

What you want? .5

Bad news or respond? 5., '
:
I'm happy withany ;.5

5 =
Ok 1706

Which one do you prefer? 17:26 &

Torespond ;.

Okay so I'll tell the bad news 17:27

In which situation?

17:27 4
Maybe university .., ‘

You didn't get troughit ;.. ,

You didn't pass ;.57

Something like that ;.5

What do yousay . @

+ @ ©

©




image2.jpeg
SENDER
—_ — —
(INFORMATION SOURCE)

FEEDBACK





image3.jpeg
ENCODEREN

DECODEREN

)
COMMUNICATION
SKILLS

—

ATTITUDES

—

KNOLEDGE

SOCIAL
SYSTEM

—

CULTURE

|

'R
CONTECT

— <

ELEMENTS

p———x

TREATMENT

—

STRUCTURE

—

CODE

s R e N
COMMUNICATION
HEARING SKILLS
\ < \ <
e 3 e 3
SEEING ATTITUDES
\ < \ <
e " e 3
TOUCHING KNOLDEGE
\ < \ <
e 3 e 3
SOCIAL
SMELLING SYSTEM
\ Z \ <
e 3 e 3
TASTING CULTURE
- J \ J





image4.jpeg
ENCODER ENCODER

INTERPRETER

INTERPRETER

DECODER





