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[bookmark: _Toc68597374]Introduction 
Communication is a kind of human action that spreads by correspondence to achieve vital accomplishments by surviving in this globalised economy.   
To understand the significance of communication models and theories, a case study regarding poor communication, in my workplace Gousto Dining-restaurant, has been discussed here. Furthermore, dynamic theories of teamwork and communication skills are implemented in this report. At last, strategies to develop communication skills are recommended to improve teamwork communication. 



[bookmark: _Toc68597375]Company Communication Overview
Gousto is a British food retailer dining industry. Their main objective is reducing the waste of food. 
Case study: One common conflict among the employees in the Gousto dining restaurant is the inconsistent communication of supervisors. When one supervisor asks them to do one thing, another supervisor tells them something else. The communication gap between employers and workers has seen because of language, culture, age and non-verbal communication barriers (Hill and Maddock, 2019). 
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Figure: Company Logo
Source: (gousto.co.uk)
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[bookmark: _Toc68597377]Communication Models & Theories
Various communicational models have been developed and represent pictures and complicated interaction of communication to simplify the communication process and its structure both verbally and non-verbally. The models are;
Shannon & Weaver (1948)
Speaker is the core of the message including words, verbal or non-verbal action of behaviour or sound in the communication process. When the sender or speaker exchange or transmit a message through a route to the target receiver, many possible obstacles including noise or any distortion are there to interfere the whole process. The linear model is highly simple and influential and the limitations are simply noticeable because this model emphasised the belief, knowledge and assumption on the communication process (Gillespie and Schiffman, 2018).

Figure: Linear Channel
Source: (Self-Made)


· The first assumption is communication process is in one direction.
· A sender or receiver can play not both of them. 
· It is complex when communication is between dynamic ranges of people. 
· Provides a single channel for one sharing of information (Gillespie and Schiffman, 2018).
· The linear model describes messages are explicit with one distinct beginning and end. 

Schramm (1954)
Wilber Schramm proposed the model of communication in 1954
Information is useless until it is carefully written down and communicated to others. Encoding is crucial because it starts the dialog process by translating the thinking into content. As material hits the receiver, it is up to him to figure out what the speaker is trying to say. Unless and until the second party is able to understand or translate the details what the sender wishes to convey, the message is actually of no use.
As a result, encoding and decoding are two of the most crucial aspects of successful communication, without which information cannot flow between two people. The above theory is also at the heart of Schramm's model. Coding and decoding are the two basic processes of successful communication, according to Schramm's model.
He also stresses that correspondence isn't complete until the sender receives input from the receiver. Consider a situation where a person shares his thoughts with a friend and the friend does not respond. Is the information exchanged complete? Certainly not. Communication, according to Schramm, is a two-way mechanism between the first and second parties.

[image: OSGOOD- SCHRAMM MODEL OF COMMUNICATION]

Berlo (1960)
Berlo’s model follows the SMCR model. This model is not specific to any particular communication. Berlo’s model have 4 elements:
Source: The source is the location from which the message is sent.
Message:The message is a packet of data or sense that is sent from the sender to the recipient.
Channel–  It refers to the five sense organs. The following are the five senses:
· Hearing
· Seeing
· Touching
· Smelling
· Tasting


One or more of these networks are used to communicate.
Receiver-To effectively communicate/respond to the sender, the receiver must consider all of the source's contents and elements.

[bookmark: _Toc68597378]Group Dynamics Models & Theories

Group dynamics defines as the attitudinal characteristics and behavioural features of a group of individuals who work together to achieve a specific target (Forsyth, 2018). Group dynamics involves the activities of forming and structuring a group and the process of their main functions. 
Tuckman Team Theory focuses on 5stages of team development, they are:



Figure: Five Stages of Group-development
Source: (Self-Made)




Forming: People starts to know each other and exchange shared meaning of belief and knowledge and create a group at forming stage. For example, the food service manager can form a group to acknowledge the power and weakness of the people and they can form trust and share unique ideas in Gousto Restaurant. Thus it helps in an individual’s development (Crunk, 2018). 
Storming: At the storming stage, people start to cause conflicts within a group as they get to learn their expectations and often face challenges because of dynamic motivational factors and boundaries. While associating with brainstorming stages, each individual provides their ideas to design the project and identifies each other’s role. For instance, the manager can teach them to learn to compromise and negate conflicts to progress. 
Norming: When inside conflicts and dysfunctions are resolved, they focus on the progress of the project by effectively performing their role. Sometimes members perform their role independently, consecutively checking upon the group workflow must be ensured by cohesion (Crunk, 2018). 
Performing: When dynamic team work together on various projects, they work in synergy and create structures to work efficiently. Performing groups are good at handling things quickly and tackle any task independently. 
Adjourning: Not necessarily every team experience improvement thus they need disbandment. Some teams are naturally permanent. When individuals in a team chose to go their path by not leading the teamwork, then they disband the group and fail to accomplish the task (Crunk, 2018). For example, at Gousto dining employees feel frustration and disappointment by the conflicts inside the group and chose to leave. 


According to DISC Model, four characteristics of people influence conflict management within teamwork such as (Mosley et al, 2017),


Figure: Elements of DISC Model 
Source: (Self-Made)

Evidence estimated that individuals need to perform in a group when specific tasks need experience, skilled and good at decision-making qualities to flexibly achieve the goal. 


[bookmark: _Toc68597379]Demonstrating the communication skills
Interpersonal communication refers to the process of sharing and exchanging of thoughts, values and emotions between two or more individuals including oral and written, non-verbal and visual methods. Interpersonal skills are evaluated through the effectiveness of communicating with others (Okoro et al, 2017).  
[bookmark: _Toc68597380]Verbal Communication
Verbal communication is categorised by oral and written communication. Written communication takes form like email, message, and letters, whilst oral communication forms as spoken word. Within the organisation, verbal communication is mostly produced (Garosi et al, 2020).



Figure: Formats of Verbal Communication
Source: (Self-Made)

According to the Principles of 7C’s of verbal communication,
Clear: In speaking or written communication, the goal must be clear and defined. For example, the food service manager is frustrated because raw meat is kept with cooked food. If there was a sign about ‘KEEP COOKED AND RAW FOOD SEPARTED’, it wouldn’t occur. Minimizing amount of notices and using easy and understandable words will help the recipient to interact accordingly (Conole, 2016). 
Concise: Pointing out the actual motive of communication and keeping it precise and brief is another skill people can improve during teamwork. For example, during the Covid19 pandemic, some employees do not follow washing hand before cooking or use the same towel often has been seen within Gousto. ‘WASH HAND FREQUENTLY’ sign must be posted within the workplace.
Concrete: Concrete message ensures that the audience got a defined imagination and vivid idea of the message. A solid message includes detailed facts and logical assumption to the followers. 
Correct: Correct communication including appropriate grammar, spellings, technical and educational terms make the communication process smooth. For example, wrong spelling and writing of employees with the same name made a big fuss during recording their information within the Gousto organisation (Conole, 2016).  
Coherent: Coherent communication means communication structure, the method is logical and every point of the topic is relevant and somehow linked to the main objective and the flow of the communication is consistent (Conole, 2016). 
Complete: The communication process is complete when the audience has obtained the information they need to act accordingly. 
Courteous: Friendly communication with no aggressive tone of voice, open and free flow of transformation where the receiver and sender are empathetic to each other’s situation. 


[bookmark: _Toc68597381]Non-verbal Communication
When a message or information is shared without the use of words, the communication process is called non-verbal communication. Non-verbal communication takes form as physical gestures, body language, touching, facial movement and eye contact. Since group members are dynamic and all different from each other, it is necessary to improve non-verbal communication skill (Vogel et al, 2018). 
Elements of Non-verbal Communication are; 


Figure: Non-verbal Zone
Source: (Self-Made)




According to 5 Non-verbal principles; 
· Culture & Geographic: Gestures or body expression may vary from culture to culture in a diverse region. Cultural norm influences the response to non-verbal communication. For example, cultural difference or Brexit uncertainty might be indifferent to the dynamic workforce as most of the employees are from a foreign country (Włodarczak and Heldner, 2017). 
· Assuming according to the context: Put assumption regarding timing, situation, and atmosphere then jumping to the conclusion. For example, one employee crossed his hands and legs it means it might be the cold temperature inside the workplace. 
· Make a conclusion combining the signals: People can read one face by reading the body language. One may lie but his/her body will reveal the true intention through multiple signals (Włodarczak and Heldner, 2017). 
· Incongruence: Instincts provide channels when verbal or sign of messages fail. For example, one group may feel discomfort to work with a supervisor; this uneasy instinct may mean they are not satisfied with the supervising. 
· Trusting Intuition: Individuals unconscious state of information is intuition. People can differ between authenticity and unreal by unconscious intuition. 



[bookmark: _Toc68597382]Visual Communication
Visual communication includes any shared meaning of illustrations, drawing or pictures, visual graph or chart that express by its own sometimes conjuncts with written words such as advertisements, billboards, entertainment shows are visual communication (Russmann and Svensson, 2017). For example, lack of frequently favourable team meeting, poor direct communication with customers to explore their expectations affects Gousto communication with customers. 
In business, visual communication can be seen more often as employer or worker share information by using;



Figure: Forms of Visual Communication
Source: (Self-Made)



To develop visual communication skills some principles are followed (Schloss et al, 2018);



Figure: Visual Skills
Source: (Self-Made)

The frequent survey, interview, and virtual survey through questionnaire and other verbal, no-verbal communicational skills are required to improve workers performance in the Gousto organisation.  


[bookmark: _Toc68597383]Recommendation to improve communication skill and teamwork at Gousto 
The formal way of working in a group intensively to obtain a mutual goal is called Teamwork. Highly skilled at reporting people are needed in the business association since effective communication has become the core fundamental (Mohanty and Mohanty 2018). 
Strategies to improve the communication skill in dynamic teamwork are; 

Figure: Strategies to Improved Team Communication
Source: (Self-Made)


· Build Trust: Create an open door for all level of employees so that they can ask questions, contribute ideas and feel free to communicate. Erasing these obstacles will create trust and inspire workers (Mohanty and Mohanty 2018). 
· Open Feedback: Reciprocal Criticism must be positively taken for effective outcomes. For example, employees under food service manager must be allowed to give feedback to supervisors to fix potential conflicts. 
· Defined Delegation of Responsibility: Supervisors must provide clear-cut orders to the specific groups so that no point of confusion arises. For example, the workers face problems as they get various orders from different supervisors in the Gousto organisation. 
· Training on Communication skills: Communication training improves basic presentation skills, formal written skills, and administrative skills for effective performance (Mohanty and Mohanty 2018).
· Choosing Best Communication Form: Communicational forms vary under different circumstances. For example, a visual conference for the technical involving group for project’s progress and direct meetings for line-workers is the best form of communication in Gousto. 
Thus, improved communication stretches all organisational endeavours out including top management, social and specialized position and administration. 


[bookmark: _Toc68597384]Conclusion
Business communication is the activities including the exchange of knowledge and certain skills among business-undertaking components within the business enterprise. To understand the development and emphasise the communication process in Gousto dining restaurant interpersonal communication in teamwork is necessary to cut edges by taking control of cooperation, motivation and insert rotation within correspondence. Moreover, Gousto Company needs to outlook at the motivational factors during the Corona outbreak and empower them to participate in problem-solving and decision-making programs for effective teamwork. 
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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 I asked you to get on your way home.’ 
Oh, no! I thought you said when I come home I will see you in the kitchen! 
 
Q1: Why do you think Pedro misunderstood Maria? 
Q2: Whose Model of Communication explains this confusion and why? 
Q3: How could this have been prevented? 
Q4: Whose Model of Communication explains how it could have been avoided? 

Q1: Pedro did not understood Maria because of the channel. They talk on the phone and because of the noise he did not understood Maria.

Q2: Shanon and Weaver model of communication explain this confusion because here we have the concept of Shanon and Weaver model:
Sender: Maria
Encoder: Telephone network
Channel: Mobile network
Noise: Missing communication
Decoder: Mobile phone
Receiver: Pedro

Q3: Pedro could ask Maria again to be sure if he understood what she was saying.

Q4: Shanon and weaver model of communication explain how this misunderstanding could have been avoided. 





THE PROFESSOR and THE VILLAGE PEOPLE 
Lloyd b. 7/19 
 
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!’  (Blaze, 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. I 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? 

Q1: The village did not help the professor because they did not understood what the professor wanted to say. 

Q2: The professor should say just ‘my house is on fire’ to be more clearly and easy for the people of the village to understand.

Q3: Schramm model of communication can explain this situation.

Q4: I think Schramm model of communication can explain this situation because misunderstanding between people. The professor is smarter then the people of the village and he used complex words to explaind the situation which it was to hard for people to understand because of the intelligence level.
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