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[bookmark: _Toc28027689]Introduction 
Teamwork is defined as a fundamental collaborative action between two or more parties which work towards an achievement of a common goal (McEwan et al., 2017). Teamwork is also regarded as a method between a few parties which strive for an efficient task completion with reliance on combined effort. The parties involved are individuals who are independent in the sphere of their own expertise but co-dependent for a complete project representation as they trust their peers to do the rest of the required work. The reason as to why teamwork is considered a very efficient mean of achieving results is the fact that all team members will divide the project at hand into smaller tasks and work on them simultaneously in the provided time framework. This is also linked to the importance of teamwork and its increasing requirement in different contexts – be it university or work-related. With more parties involved for a completion of the common task in question, the generation of new and innovative ideas becomes a lot more likely (Yti.edu, 2019). This means that there is a higher chance to refine a notion for a project which has yet to be introduced to the representative audience or judges. In addition, teamwork is a great circumstantial opportunity for the development of morale. What is meant by this is the fact that in healthy and professional collaboration, team members express appreciation for each other’s ideas and effort although they might have disagreements. This acts as a personal validation for each member involved and motivates them to proceed with their assigned project further. 
Communication is a key aspect which is always found in collaborative efforts. This word is generally defined as the exchange of entitled opinion or factual information that aims to contribute to a topic of discussion (Argenti, 1996). There are different methods of communication which have increased in the past few years as a result of the advancements in technology and digital access to information. In the workplace, communication is the building block for the professional relationships between workers and the employer. It often consists of transmitting essential information in regard to business goals, forecasts, meetings, views, values and the vision for the future of the company. Communication is also an essential component of teamwork. For example, it is important for the individuals within a team to understand each other’s needs and demands in order to produce work of good quality.
At the moment, I am self-employed. I work as a cleaner, most of the time in people’s houses and sometimes in offices. Communication is very important in my work as it is essential in finding customers and making a good impression. I mostly communicate with them through text messages, in order to let them know when the next cleaning session is, if I need any supplies and to arrange payments. It is important that the communication between me and my customers is successful. That way, we understand each other, they are happy with my service and can recommend me to their friends and colleagues.

[bookmark: _Toc28027690]Types of communication
What do we mean by "communication"? If we talk about this concept in simple language, it means communication in its various manifestations. The word "communication" came from the Latin language. In it, communication means "transfer" or "message". This means that communication overall is the exchange of information that takes place between the people interacting. It is also a message from one person to another. People constantly exchange one or the other information with each other. Such a process is communication, which is divided into different types, i.e. the methods people use to interact with each other. There is a similar transfer of facts at the level of exchanging attitudes and feelings, ideas and opinions, attitudes and ideas, using a non-verbal and verbal path (Study.com, 2012). In other words, there are two types of communication – verbal and non-verbal. The former refers to people exchanging information through talking to each other. The latter is all other things which people do not say but can express through their body language. Even without talking, people can communicate with each other using symbols, facial expressions or gestures. If the transfer of information between several participants in the conversation/ interaction proves to be ineffective for some reason, then people will never be able to agree with each other. Therefore, the different types of communication are the basis for the existence and activity of each organisation (Communication Theory, 2010). 

[bookmark: _Toc28027691]Verbal communication
People use communication techniques almost every minute of their active lives. After all, each of us constantly exchanges information with friends and colleagues, teaches someone, listens to other people's thoughts, etc. Such listening and speaking are understood as verbal communication. Verbal communication is the most common method in which people exchange information. It is defined as ‘the use of sounds and words to express yourself, especially in contrast to using gestures or mannerisms’ (YourDictionary, 2018). This type of communication is present whether people are performing teamwork or just operating in a social setting. It ‘encompasses both our words and our verbal fillers (e.g. um, like)’ (Quintanilla and Wahl, 2017, p. 67). Verbal communication is often used in my workplace when I meet my customers. As we do not meet often, we discuss how we are and if there is anything new to say to each other. We also talk about supplies needed for the house, so that I am able to do my job properly and everything goes well. I also use verbal communication when I talk to my customers over the phone – this usually happens when there is something urgent or we need to arrange the dates for the upcoming cleaning sessions. When communicating with each other verbally, my clients and I are polite and calm in order to understand each other and make sure everything works efficiently.  
[bookmark: _Toc28027692]Non-Verbal Communication
Along with verbal communication, people also use non-verbal methods in order to transmit a message, sometimes without even realising it. Non-verbal communication is ‘behaviour and elements of speech aside from the words themselves that transmit meaning’ (Business Dictionary, 2019). In other words, this can be one’s body language or features of the way they talk. This includes things such as posture, facial expressions, hand movements, how a person walks and looks and a person’s vocal expression. Most, if not all the time, non-verbal communication is as important as verbal communication. This can be due to a variety of reasons. For example, Argyle suggests that non-verbal communication is important because it can ‘help express emotion’, ‘convey personal attitudes’, ‘present one’s personality’ and ‘accompany verbal communication’ (Argyle, 1988). I also make use of non-verbal communication in my workplace. For example, when I meet my current or new customers, I always smile and maintain an open posture so that I can make a good impression and not seem rude. I also use facial expressions in order to express if I am excited or upset, sometimes unconsciously. This can help my customers to understand the situation better, and the same goes for me when they use this type of non-verbal communication. 
[bookmark: _Toc28027693]Theories of communication
There are three different theories of communication that I know about. They are the Shannon-Weaver Model, Berlo’s Model and Schramm’s Model. 
[bookmark: _Toc28027694]Shannon-Weaver Model of Communication
The Shannon-Weaver model of communication consists of six elements. These are sender, encoder, channel, decoder, receiver and noise. The sender is ‘the person who makes the message, chooses the channel and sends the message’ (Businesstopia, 2018). The sender encodes the message either alone or by using a machine and sends it through a channel. On the other end, the message is converted by a decoder and translated to the receiver. Noise consists of ‘physical disturbances in the environment’ (Businesstopia, 2018). This can prevent the true message sent by the sender from getting to the receiver. In relation to my work, the Shannon-Weaver model can be used to explain my over-the-phone communication with customers. For example, when I talk to my customer on the phone, I am sending a message by encoding it, firstly into words and then into signals through the phone. The phone is the channel or medium that is being used to transmit the message. Then, the message is decoded from signals to words on my customer’s phone and they receive it. There are things that can prevent this process, such as noise coming from my side or their side, or even the mobile connection cracking.

[bookmark: _Toc28027695]Berlo’s Model of Communication
Berlo’s model of communication consists of only 4 elements. Those are source, message, channel and receiver, and each one of them ‘is affected by many factors’ (Businesstopia, 2018). The components of the source include communication skills, attitude, knowledge, social system and culture; the message consists of content, element, treatment, structure and code (MSG, 2019). The channel can be according to the different senses, e.g. seeing, hearing, touching, smelling and tasting. Lastly, the receiver has the same features as the source. Communication in my workplace can also be explained by this model. For example, when having a conversation with a customer, I reflect my own communication skills, knowledge and culture. When I try to convey a message and it goes through the channel, the receiver may not completely understand it due to the difference in their knowledge and culture. For example, if I tell my customer a joke from my country, they may not get it and get offended as a consequence. This is because they may not be familiar with my background or the context of what I am saying. After all, people’s differences can entail a barrier to communication in some cases.

[bookmark: _Toc28027696]Schramm’s Model of Communication
Schramm’s model looks at the communication process as an interaction between a sender and a receiver, with a medium through which the message is transmitted (Blythe, 2009). An important feature of this theory is the focus on feedback. The sender sends a message which the receiver interprets. Then the receiver sends a message to the original sender and this is how communication works. This of course includes encoding and decoding the message, which is performed by each interactor. Therefore, communication is a two-way process between two people. In my workplace, Schramm’s model can be used to explain my interactions. For example, the most efficient communications are always the ones in which there is the most feedback. This includes me reaching out to my customer and them reaching out to me, and this continues back and forth until we agree on our collectively taken decision. Feedback makes communication a lot easier and it is essential so that the people understand each other. One-way communication can be very difficult as only one person is putting all the effort and the other person is not giving their opinion. Therefore, Schramm’s model may be more useful to explain active two-way interactions in my workplace. 
[bookmark: _Toc28027697]Conclusion
In conclusion, teamwork and communication are essential elements of a contemporary workplace. Communication in itself is also an important feature which makes teamwork efficient. There are mainly two types of communication, verbal and non-verbal. Verbal communication consists of all the things people say and it is the most common method of exchanging information. Non-verbal communication consists of body language and way of talking. It can result in making good or bad first impressions, expressing emotions and complementing verbal communication. I use both types of communication in my workplace, on a daily basis in order to ensure effective exchange of information with my customers and do my job correctly. So far, I know of three theories of communication. The first is the Shannon-Weaver model, which consists of six elements and includes the component of noise as a disturbance to the communication. The second is Berlo’s model, which consists of 4 elements and focuses on the separate components of each of them, which may affect communication. The last theory is Schramm’s model, which emphasises the importance of feedback in communication. Overall, all those theories can be used to explain my everyday communication in the workplace, and Schramm’s model is the most efficient at doing so as feedback is essential for me.  
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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.
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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
yearsold. 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




image3.jpeg
3!-* Trinity Saint David Effective Team Working and Communication — Term 1
Y LONDON BMSW4002
In-class exercise 1
{’ XeresSe 7? :

A ﬁarry fOCZS lavigua e barr/ers @RS @ ClUplivs,
‘é;a% cw;%%wraﬁw WBolr'st /S 7208 frS Epz fé{/
" 7@l 50 Goce3 fo OBsbe ot b/
JL '%éﬁe éff@%ﬁ whi yeSwlss ' 14%/2;7 20

54)9&? @8t Fo lwcr A;S [ 2 Strwctsoqs.

2 T A2 Fhane —Weaver 720008 o7 Cormimt 227 C@& 027
Cais fo Sed £y crpPi A< Zr77 05 [ 7 2rcladed
%mje fas Ea /'Miﬁffo\ggé/z‘ﬁomm.//n/(’wz(f“w T Stz
220l &€ Can 2€S wsed Sy ekplal 5,8 g5 SE

o pAR 530S Mg 2168 Ffor o sw'By Cormmrecier G 077 Gor
5@/7 recesversS omp (25p0nc@ v Rr< qorxes

3, B0y 307 9AE wal¥ o @Sk A S borEers [ F fe
Heve éhl/éﬁ%‘w and Speax £, Hhers /'Zr/
a ;vzz’e& & ce

Lecturer’s comments: A’ ga;b(lfactrn:j ;CLQ, QF L;JO*//L ')/@14/
Aofger Coutd b0 e aa&ﬁ{m o P
[orpovpnce. of Communiedion bdld

Lecturer’s signature: @W Date: ) lu {/ 20 !ﬁ

3|Page




image4.jpeg
Effective Team Working and Communication — Term 1
BMSW4002
In-class exercise 2

LONDON

Student Name: A/@é7 /00/0/'0&“? Student ID/Group: (/4 éﬁﬂll/ﬁ =
Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be retufned

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, “It'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.
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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.
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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,
I'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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