
Effective Team Working and Communication
(BMSW4002_LON) Term 1 2019


Lecturer: Dr Gulnar Ali

Student: Richard Howship 1908754

























ETW Communication Essay

Communication is both imparting and receiving ideas and feelings, through speech, the written word or other medias. Communication is at the crux of business because it involves group endeavour and clarity is needed by all members. (Stevens, 1950)

A company that I was involved with, successful in its own field, jeopardised its business through lack of clear communication. I want to show how this happened, and document the process, by referencing information on the subject.

The company disseminated Shamanic knowledge, from a famous teacher and his students. Five of us who became students were soon chosen to became trainee teachers. We as a group led workshops and retreats throughout Europe under the control of our teachers for seven years.

After a particularly successful retreat we started an online TV station, teaching this knowledge. We invited all of our community to the initial broadcast, including our teachers. 

The parent company immediately wrote to us, saying that we were not allowed to broadcast, demanding an upload of the content and a meeting whilst also threatening to sue us.

We had a video conference but it reached an impasse. The communication in the conference exacerbated underlying currents. Removed geologically from America, using conference software and being students, a lot of information was unavailable to us. 

The company was hierarchical. The CEO held the power of decision in the company. It was not easy for employees to have very much input. The founders of the company had shrunk from sixteen members to four, because of the lack of power sharing. (Islam, Jun 2005)

Both our European group and the parent company in America had a cultural rift between English speakers and Spanish speakers. English though was the medium of communication. There were both conservative forces within the company and liberal expansive ones. Our case divided the company along these lines. After much legal wrangling in court the two factions decided to continue as two different companies. These differences have been acknowledged in (Businesstopia, January 6, 2018) 

As we spoke the best English another member and I, had been chose to represent the group. This broke our natural project hierarchy. as we were the teachers not administration. We prepared and taught the program. The other three provided the logistical support and marketing.

To understand the ongoing mis-communications, firstly I looked at the various models of communication, the Shannon Weaver Model, created by a mathematician and a scientist, was the earliest. This basic model was later used both by Schramm’s and later Berlo.

The Shannon Weaver model has a lot of clarity. There is a sender, this is the person that has something to communicate. The method used to communicate ideas through language, and mode, also the equipment used, are known as the encoder. The medium the sender uses, direct speech, telephone message, e-mail, video etc is known as the channel. Decoder is usually the phone or computer these days but in direct speech it could be the ears. The receiver is the recipient of the information. There is another factor also this is noise. Physical noise or the malfunction of the channel are key in this. (Al-Fedaghi, 2012)

Schramm’s model added two things to this model, that clarity and understanding by both the sender and receiver was paramount and that feedback was needed to establish if this had been attained. (Lee, 1988)

However, in this situation it was Berlo’s model that provided the most insights. He used four categories, sender, message channel and receiver. (Communication Models: Basic SMCR Model, 2013)

The four categories are split into many dependent factors alluding to the quality of communication. The source and the receiver share the same categories. These qualities furnish the richness or aridity of communication and also provide reasons for potential miscommunication. The qualities are communication skills, attitude, knowledge, social systems and culture.

Our communication skills were marred by the fact, that we were speaking American English over a video conference, where a lot of non-verbal information is missing.

Non-verbal information is that other than the words, tone, facial expressions and gestures. In1971 Albert Mehrabian gave figures for how much of communication was non-verbal relegating words to only 7%, 38% to tone and 55% to body language. (Mehmbmn, 1972) Although his figures have been hotly disputed, the simple fact that mime-artists like Mr Bean can achieve worldwide popularity, shows that non-verbal information plays a powerful part. 

The company’s attitude was that we were their students and should obey them. This was compounded as we didn’t have knowledge of business negotiation or copyright law. After seven years of efficient communication, it was also unsettling for both sides to experience this mis-communication.

The culture of America is very different to England and even more to Latin America. We found the idea of them threatening to sue us incompatible with the teachings of the organisation.

As the channel we used was video conferencing and e-mail, a lot of non-verbal information wasn’t available. Face to face I would have read them a lot better.

None of the models alone would have provided a cogent view of the mis-communication.

Schramm’s feedback idea is invaluable to good communication. Unless the message is received as sent, understood and acknowledged through feedback, there is room for miscommunication. (Lee, 1988) Separated by the Atlantic and communicating by e-mail, phone and video, feedback was not sought. We were instructed and seemingly we obeyed.

Originally this had been true but through time we had become a lot less dependent on the parent company. They in turn had little check on us. This lack of being in a functional feedback loop meant that valuable information about us and them was missing and fostered misunderstanding. (Ningen, 2014)

The Group Development Observation System or GDOS was developed by Wheelan and her colleagues (Maund, Schriek, Tinkler, 2017) The system outlines the eight types of input in group meetings.

The two Americans used Dependancy Statements (Maund, Schriek, Tinkler 2017) to attempt to coerce us into agreeing with them and apologising for our behaviour which was contrary to company procedure.

Our response was mostly Counterdependency Statements (Maund, Schriek, Tinkler, 2017) where we attempted to assert that changing times, both with new technology and advanced students, demanded changing strategies. 

In fact, every one of our suggestions were implemented by the company after we were ousted. They made an online library, instigated a certificated program and began using online teaching and multimedia in communication.

Both sides used Pairing Statements to ameliorate the effect of our discord. However, this seemed to make the process more painful. 

There were also some Counterpairing Statements with long measured eye contact, when it was obvious that we were not, intimidated by their threats and demands. 

I did not find any examples of either Flight Statements or Unscorable Statements

Work Statements were made but there were not so many, agreeing with Wheelan’s study that showed, the longer the team worked together the more the increase in work statements. (Maund, Schriek, Tinkler, 2017)

Posturing was something else I looked at. Firstly, looking at our physical appearance, the interviewers were dressed in smart business clothes, whereas we were in smart casual. (Maund, Schriek, Tinkler, 2017)


The room for the conference was in their office complex, whereas often we would talk to the Americans in their homes. It emphasised the gravitas they wanted to bring to the situation.

With their body posture, the leader sat opposite us, at her desk, back straight, all business, spectacles on the end of her nose. Her associate was at an angle to her. She also attempted a posture of power but her deferential mood was obvious. (Pon, 2019)
(Dignen, 2014)
The mood was of efficiency but at the same time, it reminded me of a class teacher and headmistress dealing with favoured pupils, who had misused their status. 

They started with explicit statements, praising the technical acumen, that had created such a professional video. They praised my teaching skills and knowledge.
We also made explicit statements thanking them for their commendations and agreeing that we were in a new time. 

I did not feel that they were being honest, real or transparent. They had prepared very well. Our preparations were probably not as exacting, yet we had a natural openness, as we had not acted maliciously.

Our training had involved exposing our weaknesses, yet our teachers rarely showed theirs. So, the group dynamic suffered. (Maund, Schriek, Tinkler, 2017)
The ramifications of this period, still have an effect today. 

Maund’s workbook explores the elements that foster successful communication.

One of those elements is assertiveness. The description in the book differs from how I have previously considered this word. Assertive for me was confident, forceful and dominant. However, the book offers a definition where assertiveness is described as communicating clearly and candidly, whilst not giving the feeling to the other person that they have been bullied, manipulated or patronised. (Maund, Schriek, Tinkler, 2017)

Active listening is another element that is mandatory for good communication. Not only do you receive the information that is being communicated but by eye contact, nodding and other gestures, the speaker knows the information is being received, which relaxes and inspires the speaker to be more open and expansive.

One of the biggest challenges to communication is that listeners, often do not listen. Humans can become easily distracted. They think about the past and future, involve themselves in evaluations and comparisons with those in the group.

People are often more concerned with projecting their self- image. Being right and appearing informed often take priority over accurately perceiving. Listeners more concerned with debating or criticising, will miss out on information, be presumptuous and not be able to fully evaluate what was communicated.

The boss and her associate had excellent listening skills as did we. They were attempting to be assertive, However, an irresistible urge to dominate and a fixed attitude marred their communication. We were not there to formulate something together, we were there, to receive information, admit to our mistakes or be punished.

The sandwich approach that we learned from a class video and mirrored in Psychology Today (Lazarus, 2011) is very effective. Information that may be perceived as negative, is put between two positive statements, where the listener is acknowledged and commended for his constructive behaviour.

Summarising and perceptive questioning is another skill useful to the listener in communication. The listener can make sure that they have understood and can clarify any points in this way and work towards equitable solutions. Our lack of clarity around our goals meant that we were not adequately prepared to take full advantage of the conference call.

In conclusion, through writing this essay that looks in depth at the interactions between us and the parent company, I have understood many of the reasons for the mis-communications, we experienced. I hope I have demonstrated what went wrong by accessing academic works in this field.

The models of communication I examined showed that noise, the medium of communication, cultural and language differences, exacerbated an already fraught situation. Also, I showed that the hierarchical nature of the company and our position as students, marred communication. I have attempted to show the principles of good communication and how both sides often failed to implement them.

My research showed that, we were not alone in our miscommunications and that many times in business and academia, even though communication skills have been learned they are often not implemented fully. I think I have demonstrated that whilst communication skills remain undeveloped, relationships, business and academia suffers.
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Exercsc2: COMMUNICATION: A CASE STUDY.

s you read thei case, think about how you might hlp communicate with the employee to
remedy the conflc. Answor the critical thinking questions at the end of the case and, wherever
possible,say whose communication model s relevant.

'BARRY AND IS STAFE.

Barry Is 3 27-year old who is the manager of arestaurant. We is responsibl for supervising and
‘managing all employees in the Kitchen. Employees working there range from 16 years od 10 55
years ok, In additon, the employees come from varied culural and ethnic backgrounds. For man,
Englishis not thir primary language.

Barry has  Health and Safety (Fooc) Cetfcate and tries his best o keep up with food safety issues
inthe kitchen, buthe admits s not easy. Employees receive “on the job aining” 3bout food safety
basics (for example, appropriate hygiene and handwashing, time/temperature, and claning and
sanizing). Butwith high turover of employees,aining soften huried, and some new employees
are put ightnto the job without taining it s 2 busy day.

(One day Barry oversiept because he had been working on his car until 2 .m. e was rusting around
and realized that he did't have a cean uniform, However, he managed to find one that was not
very diny. As he dressed, herealized that he needed  hircut and  good hand scrubbing, especilly
afterworking on is car.

When he arrived at work, he dashed into the kitchen and noticed severaltrays of uncooked meat
o the worktops. They appeared 1o have been itingat oo temperature overnight. He called one
of the Kitchen saff and asked: Why did you leave the chicken out when | tokd you o pot them in
the fridge?”

‘The man replied: 1 heard you sreaming but | thought you were rying 1otk o the chef above the
oise ofthe food mixer he was sng. | didn't know you were talking to me'.Barry s frusrated andl
doesnt know what to do. He fet ke he was beating his head against  brick wall i trying o get
his employees to practisefood safety.

He has made many efforts o get them to learn how o handle food safey. He has put large signs
allover th Kilchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions:
1. Whatare the communication challenges and obstacles that Bary faces?
2. Which communication models can you use to explan Barry's problems?
3. Whatsolutions might Barryconsider in addressng each of these chalenges or obstacles?
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