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Introduction

My report will show the meaning of communication and why it is so important in our everyday life and workplace. Communication is the way that we send and receive information between people, but it is also the way we respond to it. The different types of communication, verbal communication like speaking, calling someone over the telephone, giving a speech, making a video call, writing a letter or email, using social media. Non-verbal communication, like our tone of voice, our emotions, the body language that we use. Written communication like the way we write something and the type of language that we use, para-linguistic behaviors that we use when communicating can also play an important role when it comes to getting to message over to someone. I am going to write about and explain the different types of models of communication, sharing some examples of the importance of clear communication in the workplace.

















1. What is Communication?

Communication is the way people exchange (sending and receiving) information, or their ideas, their thoughts, their feelings, the way they transmit their emotions, it can be either through speaking, using sign language, signals, by writing or by their behavior. You can use various types of communication and those are called communication channels, it can be face to face communication, video communication, a telephone conversation, a speech, leaving a voice mail, it can be online communication, sending emails, writing letters, using media, or just writing something. It is always important that when you use any kind of communication, that you have in consideration the tone of voice that you use, your body language, the other persons experience, their culture, attitudes, their values, knowledge and their feelings. Because in different languages and cultures, all these can have different meanings.

















2. [bookmark: _Hlk29153720]Types of Communication

There are a few types of communication: Verbal – the use of language or sign language using speaking to transmit information, being it oral verbal face-to-face, distant oral verbal, para-linguistic behaviors (oral behavior can add meaning to words in a message). Non-verbal – like body language, gestures, facial expressions, and it can be either formal or informal. Written – by writing, by typing or by using printing symbols. Visual – by using photographs, using art, by using drawings, sketches, charts or graphs. Listening is also a type of communication, because if you don’t listen properly there will be difficulty in the communication.  
You need a some skills for effective communication, Listening skills (the way we listen to something with our ears and eyes), non-verbal skills (the body language that is used), para verbal skills ( the way that we says the words), verbal skills ( which words we use), written skills ( the way that we write the words).


















3. Models of Communication 
From my research I found that there are quite a few models of communication, but in-class we only spoke about 3 different models.
Linear communication model: Berlo’s SMCR Model of Communication
Transactional model: Shannon and Weaver Model of Communication
Interactive model: Schramm’s Model of Communication

1. [bookmark: _Hlk29153811]Shannon and Weaver Model of Communication
Claude Elwood Shannon (mathematician) and Warren Weaver (scientist) created this model in 1948. It is a more technological kind of model but considered the mother of all models.
Sender (information source) is the person that makes the message, chooses the channel and sends the message.
Encoder (transmitter) it is the sender that uses the machine, that converts the message into signals.
Channel is the medium that is used to send the message.
Decoder (receiver) is the machine that is used to convert the signal send into message or that translates the message
Receiver (destination) is the person that receives the message, that provides the feedback according to the message that is received.
Noise is physical disturbance of some kind, that prevents the receiver getting the message the same way it was originally send. (Aficial,2019)
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Advantages of Shannon and Weaver Model of communication: By creating a noise concept it helps if you remove the noise or the problem that created the noise, to make it a more effective communication. It is a 2-way process and can be applied in general communication.
The criticism of the Shannon and Weaver model is that it is applied to a more interpersonal kind of communication, that to a group or lots of people. The sender has a primary role, but he receiver is just a passive part of the process, and the feedback is less important than the original message send. (Aficial,2019)

Example of this model of communication is the in-class exercise about Maria and Pedro, if there was not the noise effect, (because he works at a construction site), Pedro would have understood that Maria asked him to buy a chicken and not, meet you in the kitchen.

2. [bookmark: _Hlk29153845]Schramm’s Model of Communication
Invented by Wilber Schramm in 1954. 
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The information is useless until it is put into words and transmitted to others. Encoding is the beginning of the process that converts the thought into the content of the communication. It is the receiver’s responsibility to understand or decode the message. Coding and decoding are both very important in the process of effective communication. And the communication is incomplete until there is a feedback from the receiver. Knowledge, experience and cultural aspects play a very important part when it comes to interpret a message. (Aficial,2019)
3. Berlo’s SMCR Model of Communication
Developed by David Berlo in 1960. Trying to improve Shannon and Weaver’s 1949 Model of Communication, by describing certain factors that affect individual components and making communication more efficient.
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1.Communication Skills (Content) meaning the way you speak, present, read, write, listen
2. Elements (non-verbal) meaning the language, gestures, signs
3. Social Systems meaning the values, beliefs, the laws, the rules, religion, place or situation
4. Treatment meaning it affects the feedback
5. Code meaning the text, the language or the video
Berlo’s model of communication had some criticism, it had no feedback, no barriers were mention, no noise, very complex, it needed people to be on the same level of communication, and it omitted peoples sixth sense (thinking, analyzing, understanding). (Aficial,2019)


4.The importance of communication in the workplace
The way an employer talks to his employees is extremely important, because the employee’s behavior will always depend from that. If the employer or manager is a approachable person and if it is easy to talk to him, whenever a problem occurs the employees will not be afraid to go to him and explain the situation, the employees will be more productive, they will work more efficiently, do the job with much more satisfaction. 
It will improve the team building in the company, the team will work with more enthusiasm and will enjoy their workplace more, it can lead to the increase of ideas, give the team more courage to be more creative. It improves the productivity within the company, less mistakes are bound to occur, it will also increase the loyalty, by using the right strategies the language barrier conflict can be reduced, employees tent to be more engaging, which will help to solve problems easier, it will increase the employees motivation and they will show their skills more willingly. 
It is also very important that the employer shows respect to his team and recognize the cultural differences, that way many communication errors can be avoided, and a relationship of trust and confidence can develop, which will help in the communication process between both parties. (Careeraddict,2020)

5.Sharing my experience at my workplace:
 I had a recent episode where my assistant manager sent me a text saying that the team leader texted her saying I was doing double shift the next day, knowing that it was not the case I tried to explain to her that there must have been a mistake, because the manager told me that he had made a mistake and that I was only doing the morning shift, but she insisted and even sent me the text messages, it took me half an hour to understand that the lack of punctuation marks, caused the all misunderstanding. 
Another episode that turned out to be extremely unpleasant, I was training a team member, which is from Greece and to whom  I was trying to explain how to make the coffees, how to froth the milk correctly and everything involved in the process of preparing the coffees. After a couple of weeks explaining over and over again, and him keeping on saying yes yes and doing everything wrong, being tired from having done a double shift the previous day and being again at work to open the shop, I sarcastically told him that he did not pay attention to anything that I had been explaining and continued to do everything wrong, that he was worse than a five year old. Knowing myself and knowing that when I am upset, I tend to use a harsher tone of voice, and the fact that he does not understand English perfectly, created a very unpleasant situation. He ran off to tell the manager that I moaned at him and I got called to the office and the manager told me off for the way I treated him.
I have had a couple of situations that due to the language barrier some of my colleges do not understand when I am joking, when I use a different tone of voice. Or because of all the noise that there is during coffee rush hour.
So, in the first case scenario, if the correct punctuation marks had been used it would have been a clearer message and avoided misunderstandings. The Berlo’s model of communication could have been applied here, when you have good communication skills and if you use them, the better the message is written.
In the second case scenario, as well as the third example I wrote about, If I had used a different tone or if I did not use a sarcastic manner to speak to him, maybe the all situation could have been avoided, or if I don’t speak in a different to to my colleges, I can avoid miss communication or the wrong interpretation of my words. I should have used Berlo’s model of communication instead of Shannon and Weaver, because of the different cultural background and also because of the language barrier. 


















Conclusion
In conclusion to my report, I will summarize by empathizing that excellent oral and written communication is of extreme importance when it comes to having a conversation, either face-to-face or speaking over the telephone or like nowadays with all this modern technology that even far away from someone you can have a video call, leaving someone a voice message, writing someone a text message, a letter, email, if you do not use the adequate form of writing or the right expression, it can be wrongly interpreted. The importance of the right form of communication in the workplace and how important that is to maintain a healthy relation to avoid problems. And more importantly getting the correct form of message from the sender to the receiver, by using the right type of communication model, to avoid the message not being delivered to the receiver the same way it was initially created by the sender
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MARIA and PEDRO

Pedro works on a building site and Maria is his wife.

One day Maria phoned Pedro.

‘Hello, Pedro, when you're coming home, see if you can get me a chicken.”

‘Okay,’ replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.

‘Maria, where are you?' He said.
‘Here —in the sitting room,” she said.

When Pedro went into the sitting room, Maria said, ‘Where is the chicken?

‘What Chicken?’ Asked Pedro.
The one | asked you to get on your way home.”

Oh, no! I thought you said when | come home | will see you in the kitchen!
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[} ss exercise 1

Student Name: ‘E(§0 Mmgiclg Student ID: _{_ELQ_Gﬂl_-‘_Q_

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

T -
workers s

Ms, Maw, Decembere

LectureE sg:tﬁizk( CQ/IWF{\OVA_ B Date: \L l \\ \ ’/DD( g





image4.jpg
\11’ N~ AT

Y Trinity Saint David Effective Team Working and Communication — Term 1
L LONDON BMSW4002

In-class exercise 1

Exercise2: COMMUNICATION: A CASE STUDY

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 and, wherever
possible, say whose communication model is relevant.

BARRY AND HIS STAFF

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 varied cultural and ethnic backgrounds. For many,
English is not their primary language.

Barry has a Health and Safety (Food) Certificate and 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 turnover of employees, training is often hurried, and some new employees
are put right into the job without training if it is a busy day.

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around
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 arrived at work, he dashed into the kitchen and noticed several trays of uncooked meat
on the work tops. They appeared to have been sitting at room temperature overnight. He called one

of the kitchen staff and asked: ‘Why did you leave the chicken out when I told you to put them in
the fridge?’

The man replied: ‘Il heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. | didn’t know you were talking to me’. 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.

He has made many efforts to get them to learn how to handle food safely. He has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions:

1. What are the communication challenges and obstacles that Barry faces?

2. Which communication models can you use to explain Barry’s problems?

3. What solutions might Barry consider in addressing each of these challenges or obstacles?

2|Page
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In-class exercise 2

Student Name: G s A &gm Efd A Student 10/Group: 120 & g1y [6)
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 cases and answer the questions that follow

CASE 1: Mary was working on some paperwork when her daughter came into the room upset.
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “I'll be OK,” and ‘Everything will be all right.” She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about
seeing her tomorrow!’. The child broke down and cried.

18 Why weren’t Mary’s calming words having any effect on her daughter?

and did

2. What could she have done to make the situation better?
Skhe  ocould
-, da

CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was quite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I'm so tired, can’t it wait?’. The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.

13 Why was Sally upset?

B Mo Touls ok:} hee husband Steve fdath
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Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students:

Dear Sir,
1 am writing to you because | am confused about Communication.

Could you please explain:

1.What Communication is:

2. The Shannon-Weaver model.

3. What is meant by non-verbal communication and why it is important.
Many thanks,
Lucy Mars.

Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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