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1.Introduction
We are mature individuals and we will become working adults which means that the communication competence and skills needs to be essential for us. The communication skills are requested in most of the occupations, workplaces and everywhere you go. As Morreale, S.P., Osborn, M.M. and Pearson, J.C., said in their journal article in 2000 named „Why comunication is important?”, the employers identify the process of communication as one of the basic skill that every student which graduate should have it. They sustain that this skill is a powerfull tool and valuable if you want to obtain a job and to maintain a performance at workplace. The communication skills which are essential and a priority at the workplace means to hold oral skills and basic writing skills. As well is important to have the ability to communicate in working groups or teams and when any issues appear we can solve them and we can avoid conflicts.
1.1.The purpose of this raport
The purpose of this writing raport is to demonstrate how important is the communication and not only at the workplace but everywhere between human beings. Another touching point is the difference between “communication” and “effective communication”. Saying all the above and given the importance of the ability to communicate in a competently way, this module named ”Effective teamwork and comunication” should be a priority and everyone should study it an university. People are born with this ability to express themselves verbaly but not with any knowledge skills that define them as a  communication competence. This skill which helps us to communicate in an effective way is learned and, in this case, it must be taught from our first years of life. That is why I have prepared this report about how I learned to communicate effectively and my experience at the workplace.
2.Definition of communication
Communication is the process in which you pass the informations and your understanding from you to another person or vice-versa. In a simple way, the communication is a process of transmitting and sharing ideas, values, facts and opinions etc. from one person to another person or one organization to another one.
2.1.Types of communication
I identified four main types/categories of communication styles which are: verbal communication, non-verbal communication, written communication and visual communication. Bellow, I explained each type.
Verbal communication: Verbal communication: This sort of communication has put when we utilize our dialect to send the data with the assistance of verbal aptitudes by speaking or with the assistance of sign language. This sort of communication is one of the foremost commonly utilized frequently for video conferences, congresses/forums ,gatherings ,video or sound phone calls and face-to-face discussions. Verbal communication has it’s significance it is the foremost compelling strategy in which you'll express yourself and get nearly an moment feedback(Havaldar and Sprint, 2009).
Non-verbal communication involves using of body language, any kind of facial expressions or any gesture which are used to send information to other people. A person can use it  intentionally  or  unintentionally. As an example, I might smile when I hear something that creates a pleasure in my mind or an enjoyable idea from the message wich I have received. Nonverbal communication helps you in case you want to understand what others people think or feel.
Written communication is the act of composing,writing or printing symbols( for example letters and/or numbers) to transmit the data. The process of writing is freqvently utilized to share the data expressed in books, pamphlets, blogs, letters, newspapers, memos and numerous more. A common frame of composed communication at the working environment is by mail or chats. This strategy is accommodating since it gives a record of data for reference (Johnson and Bayless,2005).
Visual communication is the process in which individuals can utilize photographs,videos, art, sketches, draws,charts and graphs to transmit the data. Visuals are utilized regularly during a presentation as an id which helps us to supply a supportive context along with written and/or verbal communication. Individuals have distinctive learning styles to hold and accumulate the ideas when they receive plenty of informations and the visual ommunication might be more helpful for some of them to understand the information and the ideas that they are receiving.
3.Communication Models
Distinctive models of communication are utilized as an help to clarify the human communication process. Taking after the fundamental concept, communication is the method of sending and getting messages or exchanging data from one portion to another. Three main important models of communication are:
1) The Shannon-Weaver Model
2) Berlo’s Model
3) Schramm’s Model
3.1.The Shannon–Weaver model of communication has been called the "mother of all models." It was created and analysed by Claude Elwood Shannon in 1948  and it was distributed with an presentation by Warren Weaver.This model characterizes the process of communication as a systemic one, the main component of which include every part of the graphic bellow.
Graphic 1. The Shannon-Weaver Mathematical Model, 1949
[image: C:\Documents and Settings\Andrew.ANDREWS-WORK-DE\My Documents\Handouts\Communication\Communication Models_files\Shannon-Weaver%20Model.gif]
3.2. Berlo’s Model
David Berlo extended the first linear model of communication in 1960 and created the S-M-C-R-Model. This one isolated the main model into a clear way and has been extended each part as bellow.
Graphic 2. Berlo’s Model of Communication,1960
[image: C:\Documents and Settings\Andrew.ANDREWS-WORK-DE\My Documents\Handouts\Communication\Communication Models_files\Berlos%20Model.gif]
The Berlo's communication process include everything as in the upper graphic.  Also, David  Berlo examined a number of variables that give an impact to the communication process between two individuals. This variables incorporate communication aptitudes, social and cultural system, awareness level and the state of mind.

3.3. Schramm’s Model
Graphic 3. Schramm’s Model of Communication, 1954
[image: C:\Documents and Settings\Andrew.ANDREWS-WORK-DE\My Documents\Handouts\Communication\Communication Models_files\Schramms%20Model%202.gif]
 In 1954, Wilbur Schramm claimed that we should examine the  affect that a message has on the target of the message. The communication prepare incorporates acts that bestow information and involvement, it gives advices and commands and raises address marks which are tranformed into questions.These acts may take numerous shapes and depends on the capacities of the bunch communicating. Together, the communication substance and the frame of communication make messages that are sent to a goal which interprets it.
4.Practical analyse of communication in my workplace and suggestions of how it could be improved.   
I am working in retail as a sales associate. That means that I’m working with a lot of people as my colleagues and as well with a lot of different customers daily. For a good and effective communication between us we need to colaborate all together as a team and to focus on the same goals which the company had established. 
We usually do that by using multiple channels in order to transmit any information in our business  because we want an effective business comunication. As there may be issues in a specific channel at a time and a few dubious occurrences ought to be anticipated and overcome through different channel of communication (Robbins et al., 2018).
As channels of communication, we use headphones and telephones in the shop floor of the store to communicate and daily breef meetings (5 to 15 minutes) in which we discuss some important and relevant point of every week like achievements, what we need to focus on, in which departaments we should invest more time and what we need to improve.
If, as individuals,we need to communicate in particular with somebody from our team, we go in the office and have a face-to-face meeting. 

4.1The communication conflict 
The communication conflict that I had at the workplace is about my holiday.
 The policy of the business for an associate holiday is to plan it as soon as possible because it is the type of „first come, first served” planning. If I want more that 2 weeks of holiday I need my manager aprovement within at least 6 weeks before the holiday. I spoke with the manager in charge with holidays by the phone from our shopfloor because it was during the work program so I was in the fitting rooms and he was busy in the office. In june, after I signed to contract with the company, I asked him if I can have three weeks of holiday in september because I have my break from studies and I want to go back in my country to visit my family and to organise my engagement ceremony. He asked me if I know the policy of the holidays and I approved and he told me that he will think about it because it is a long period of time. I said that it is a special clause and that is my engagement ceremony and that it takes more that 20 days to do it but I want to handle in in three weeks not more and he approves it because it has this special clause. He asked me what exactly are the dates for holiday so I told him and he asked me to note them somewhere to remember them. 
I was really happy and I appreciate that he said yes and I told him this by the phone. He said to me ”no worries”. After that day I went home to buy my plane tickets and to book everything from invitations to restaurant and many more. In august, on a random conversation with him in the lunch room he told me that he is going in holiday for two weeks and I said that we will see each other again at the end of september then and he looked at me with suspicious eyes and asked me why. I remember him that it’s my engagement ceremony and that I am going on holiday for three weeks in september and he was terrified now and looked worried because he forgot to consult with the manager of the store about this and it’s too late to approve it. I remembered him that he already said yes in june and to note the the dates. I showed him that paper and he run into the office to speak with the manager of the store. I was scarred that I planned everything and invest time and money and my whole family was expecting me home and now all this may be ruined. After that we have a face-to-face meeting all three and the manager of the store was worried because there are many people who are going on holiday in september and it’s not a sure that that she can approve it but they will give me an answer by the end of the day. I was worried all day and stressed about this situation and I could not focus 100% on work and the time passes really slow that day for me. At the end of my shift they told me that everything was sorted out and after I will complete the holiday booking form it’s nothing to worry anymore. 
After this situation I lost the trust in my manager and they have lost their professionalism in my mind.



4.2.I analysed the Berlo's Model of Communication for my example of communication conflict in the workplace. 
This model process start at the source which is me. I analysed the communication abilites, knowledge, information, state of mind, attitude, social and cultural system of the individuals included within the communication. I choose to involve my manager in the communication and I have sent the message by a phone call because he asked me to call him because he was too busy for a face-to-face conversation. The phone was the channel which carried the message by hearing. After that, the decoding process take place. The receiver is my manager. In this process, my manager interprets the mess,age with his sensory abilities. At the end the communication recipient gets the complete message decoded and caught on
5.What could be better sustainable for an improvement of communication?
An improvement of communication could be better sustainable if we communicate internally in a clear and consistent way. 
That means that we need to have an open communication environment. By creating an open environment for communication, the business can make more beliebe among the emplyees through making superior connection and holding amond all of the workers, supervisors and managers as a result that the association towards superior comes about. This elective will decrease any sort of missunderstandings and complexities among them(Van Der Aalst et al, 2004).
Setting Clear Communication Policies. Another  way to solve or combat any communication issues that leads to conflicts is to establish a clear communication policy for the business.









6.Conclusions
Communication has become fundamental nowadays. The people with top report skills of verbal and written communication are requested by businesses  since communication may be a basic part of the work that is drained in enormous businesses organizations.  Actually, the business communication is considered an extraordinary way of correspondence attempted to fulfill the goals of the organizations. "Business communication is a system of exchange of certainties and skill betweenremarkable components and those of a business undertaking business venture. It comprisesof different modes and media stressed in verbal trade exchanges." (Morgan, 2016) 
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In-class exercise 1

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 you Task 1 (part of the Assignment for this module).

Student Name: N ER) A '(;Q?MA, studentiD: 4P A8 Q¢ X

Ex.1. Read the following passage and answer the questions.

The professor and the village people

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!”
‘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.

‘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?
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Ex.2. Read the following brief and write a business email according to the instructions.

You are Director of Communications at your company and you would like an employee, Jack Daniels, to join

your Communications Training team.
- Tell JD why you are writing
- Say what you have observed and like about his communication skills

- Tell him why you think he would beﬁasset to the team
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ETW Term 1 (June 2018) - In Class exercise for Week 6

Review any lecture content not covered. See Weeks 1-6 on moodle.

Exercise: Classroom divides into self-defined groups of 4-5 persons. (5 minutes)

Reference: Essential Texts from the Module Outline, Maund et. al. 2017 and Morgan 2017

The situation: (Read aloud and clarify keywords and discuss anything ambiguous)

The teag are the management of a huge BMW dealership in London and the South East.
(Pick another car brand if you do not like BMW)

They have been caught discounting vehicles against other dealers to close sales. The Brand
‘owners in Germany have asked them to relinquish their distributorship. A Chinese electric
car brand is eager to find a British partner to test the market for electric cars. They have
made an exploratory phone call to management.

" The work force knows something is wrong and people have started informally to ask
questions to management. Management have replied with “we are still BMW dealers as at

this moment.... You must concentrate on your work in front of you”.

The work force has key members who are taking days off without warning or due cause.
BMW have given them a deadline by which they must cease activity as a main dealer.

TASK:

1.Identify stakeholders (individuals and groups)

2. Create a communications strategy.

3. Identify target groups,

4. identify goals or objectives,

5. Describe a way of communicating with these groups to achieve your objectives
Words and Messages, and Media.

6. Develop a briefing for each of these stakeholders groups, organised as if they were here
in front of you, use as many people as possible and reach these groups.

Presentation

Each group presents the main features of their communication strategy to the other groups
present
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In-class exercise 2

1. Given the professional context, what would you have done the same and/or differently if you
were in Mark’s position?

2. Do you think Mark accurately evaluated the context? Why or why not?

3. What communication factors led to the change in the chief executive officer’s disposition?
4. How could Mark improve his communication skills?
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In-class exercise 2

- . MIERLAN
Student Name: ﬁ)&l NA “B‘%Mlé?' LA EERRLStudent ID: _{I RLRQ&?
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 passage and answer the questions on the next page.

Case Study: A Day With The Chief

Mark is a top-performing salesperson at a pharmaceutical supply company. As a reward for his
- performance, he is treated to a trip to the corporate office in California to meet the chief executive
officer, Ms. Mills. Ms. Mills.is known around the office as the “Wicked Witch of the West” because

of her short and sometimes abrasive demeanour.

Mark’s co-workers share “horror stories” of their encounters with her, stating that she rarely makes
eye contact, never smiles, and dislikes being approached unless she initiates the conversation.
Although he is excited to travel, he is also nervous about what he and Ms. Mills might talk about.
He prepares by thinking about how he can share his sales strateg‘ies and techniques. On the day of
the meeting, he waits patiently for Ms. Mills’ assistant to call him into her office. When he is escorted
in to meet her, he is shocked to see a petite woman behind the large desk smiling back at him with

kind eyes. He approaches, shakes her hand, and waits for her permission to sit.

Ms. Mills is nothing like the horrible person they made her out to be. Ms. Mills asks Mark several
thoughtful questions about why he is successful, ways the staff can be supported, and how the
company fits in with his professional goals. Mark feels more and more comfortable as she leans

forward to listen intently to what he is saying. Mark loosens his tie, crosses his legs, and begins

sharing stories of how he feels his immediate supervisor has dropped the ball on more than one
occasion and that the team would be better if more money were allocated to incentives and
bonuses. Mark immediately sees Ms. Mills’” eyes begin to squint and her brow furrow. She stands

up abruptly and says in a gruff voice that their time is up and that her assistant will show him out.
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THE PROFESSOR and THE VILLAGE PEOPLE

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!”’

‘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.

‘But Professor, we didn’t understand you. Why didn’t you say that your house was on fire?
We would have helped.’

Q: Whose model do you think can explain this situation?
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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! | thought you said ‘when | come home | will see you in the kitchen’!

Whose model might explain this confusion and why?

‘ How could it have been avoided?

N W Solhromm™E Mede 4
W\QFQMM A o@w%mwlaw J&v&%p\wx@ji&d
SN?Q?% 4@% + I

: Ton 2 SIS :
4 ‘WQ%M\Q vosen hidh Vanpan dl

ZXSQ MZ WM}M rPeob‘t& lzould
w;[% do Sdeop Jhe pusise % o
han o hen® S coulld ﬁwﬁ\%{ wm@&%g@g




image14.jpeg
Prifysgol Cymru

2 ¥ Orindod Dewi Sant
" University of Wales
Trimty Saint David

Explain your plan to complete this assessment
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Have you seen the marking criteria for this assessment? Which do you think you will be able to
meet and which may cause a problem to you?
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What communication skills you may gain/develop by doing this assignment?
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How much time do you spend learning outside of class each week? Give details of what you do.
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Your final thoughts and comments
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Important note: if a student fails d all t siol Sewokh s are completed, they may be required to attend a
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In-Class exercise: Worksheet 1 — Week 4
Self-reflection about Assessment

(o] O P
Student Name: O}QKMB —DAELN - YERD AN Student 1D: | £ JRE

Module Name: Effective Team Work and Communication

Aims:
This exercise is aimed to help you record your reflection/understanding of module content and help
you prepare your final assignment. Complete it as best as you can.

Could you explain your understanding of the assignment by answering the following questions?

a. Isit a presentation or a written assignment? Mm‘/\
b. Ifitis a written assignment, what is the word limit? __2) OO WM& &d{?\ QO/V/QA ij,,

3]

List the tasks required to complete this assignment:

1 enr‘?r{mm O&?(\\@m&@'& (&N@\%WQ clopstpom  adnglen
2. W&O\%ﬂﬁ e 0%00??&% d
s chudood deadiie gl
a. Lol Q&w\u mvmo\Qu 1S
5. ()QQ/)"\%\(‘?LQ d 28
Is the assignment brief clear to you? [ Yes [] No

If No, please explain:

What learning outcomes are tested throug? this assessment"
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