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Introduction

Communication mean when you share information with other people verbal or written which could also be formal or informal. This is very important part of our lives. We have a different method of communication, for example Verbal, Non-verbal, Written, Para verbal etc. Every day we use them to understand, learn or solve something. Maybe no one thought how much important is to know how to communicate with other people. Communication (Wikipedia, 2020)
When you have your own business, this is one of the most important skills you need to have to succeed. You must know how to talk with your employees effectively. Even when you are the employee, you need to know how to communicate without being misunderstood. In the past I never thought of the impotency of it, but since I start studying, I start to understand. At the beginning it was difficult to understand different parts of this module, but the way lecturer explained it to us makes it so easy. Let say, for example when you have an interview there is a different sign, that the employer body language can give you an understanding if everything is going well or not. When we discussed all types of situations in class it makes me think more in details of things I never recognized as so important before, now I have my theories. We now realize the important parts of the employers’ methods. 
This report will show you the differences between the methods of communication and how much important is this for us, especially in the workplace. We have to know how to communicate professionally, efficient and effective to avoid misunderstanding if we want to improve ourselves and progress. At work is different routine we have got to follow, we can be friendly of course but first and most import professional. With this report I will show you different ways to communicate and example of a bad correspondence in the workplace when we do not know how to communicate efficient and effective. 

Verbal and Non-verbal Communication

There are two types of communication – Verbal or Non-verbal.
Verbal statements are one of the most often used ways to communicate with other people, they are created by language. These are the things we say to each other. People need to use maybe hundreds of verbal comments to understand each other, when they have problems to solve, or they need to manage a project, or just to have a simple conversation. Types of communication (Business Jargons,2017)

Non-verbal is all those methods we are using without to say a word, in a different way which is called a body language. Few of the examples I can give you are - when you smile, you have an eye contact with someone or with body gestures and posture. Even when you are nodding while someone is talking to you this is a nonverbal communication. This shows to the another person that you understand well what they are talking about. Types of communication (Business Jargons,2017)
Both communications are important for our day to day lives as well as our professional. They can have a different meaning, and of course is not always positive. 


Written Communication

Written communication means when you are using a written symbol to talk with someone. This is one of the most useful methods nowadays for people to communicate with each other. We have a lot of different ways to do that and some of the examples is with Letter, by Email, Journal, Reports Memos etc. They can be formal or informal depends of the type of communication you want to share and it can be shared between two or more people. However, to be successful in this type of communication we ought to make sure how we structure it. It is very important which words we use, how we create our sentences, the organisation of the paragraphs as well. For me this is difficult part of my study, because I am not that good as I wish yet. I have to work on my writing, I still do mistakes with grammar and I need to learn more about it. As well as how to form it so that it looks good and make it easy understandable for everyone. My problem is to learn how to analyse in details different facts. I do understand but I cannot explain, and this is my main problem I have since I was a little girl. I do have a progress on that, but I have to improve myself more. The module will help me, because it is explaining everything about the differences in communications and what is the right way to do that. For example, if I want to progress in my workplace I will need to know very well how to use effective and efficient written communication. Without knowing how to structure it properly I will not be able to do my job up to the standard it would be required of me. Written Communication (Business Jargons,2018)



Active listening

To be a good listener does not mean to hear well the other person. People make this mistake to think that hearing and listening also known as expressions are the same, but there is a big difference between them. Hearing is a physical reaction I can say, to sense different sounds and vibrations from our ears. Listening is a completely different term, listening means to be focused on someone else verbal and nonverbal words, to understand well what she or he are saying. Rogers and Farson (1987) was useful source of information. 
If we want to be a good listener, first we have to confess to ourselves that this is a hard challenge. People are getting easily distracted, if they do not like how the speaker represents or maybe they are thinking of where else they can be or have something else in their minds. It is a difficult part to be focused on the voice of someone else, if there are other voices chatting at the same time. The second step is to know how to make the speaker feel more relaxed. SOLER gives us five particular actions that will help us to become better listeners.

                              Square
                              Open
                              Lean
                              Eye contact
                              Relax







Face the speaker Squarely. Be Open for the speaker, your position is very important. Do not try to cross your legs or arms, you would not be looking focused. Lean shows to the speaker you are paying attention by nodding or using verbal heartens like: “yes” or “uh-huh”. Thru Eye contact you support your position as a listener. Speaker will be calmer and more comfortable to share the information if there are no noises. Therefore, you have to stay Relaxed, show the speaker respect. This is a way you can become a better listener. Other way to show you are professional in the workplaces is to know KEYS, that is four different behaviours we should learn if we want to progress in our workplace (Griffiths and Dunham, 2015, p.52-54).

Know yourself
Evaluate the professional context
Your communication interaction with others
Step back and reflect 








Models of Communication
1.Shannon and Weavers (1954) model
[image: ]
Author: iamhungryforsleep (July 31, 2016)

2.Schramm (1955) model
[image: ]
Author: Chris Drew, PhD (N/A, 2020)

3. David Berlo (1960) model
[image: ]
Author: Chester Canedo (December 06, 2015)

These are three different models explaining a three different ways of communication.


Case study-My workplace communication context

I start working at OCS Facilities 4 years ago and 2 years after I started, I transferred to night shift. From the begging when I moved on to nights, we had agreement that I will work Monday – Friday and I will have every weekend off. Everything was great the first two weeks, after that my manager remained short of staff and he asked me to work extra nights to support the business. I agreed, thinking that I can help them for one or two weeks. Unfortunately, I start working more than 5 days and slowly slowly they took my weekend days off. I supposed to work 5 days then have 2 rest days, instead I end up working 10 days in a row without a break. Sometimes even more without being asked if I am alright with this or if I have made plans already. My manager started giving me one or two days off but always during the week, because he does not have a staff or he does not have a trained person in my place to cover me, he was saying. I was upset from the beginning, because when they needed me I have been there for them, but they did not respect that and used my professionalism and skills for their convenience. I started asking why this has become permanent and when I will go back to my normal shift pattern. My line Manager was telling me " I will do my best to give you back your days off as soon as possible ". This was going on for 2 years and nothing changed, regardless how hard I have been trying to take them back. My managers were overstepping a boundary by making me work much more than my colleagues. And this is not everything, they decided without even asking me to not give me back my weekends off and change my shift pattern permanently without notifying me. I have been too useful during the weekends for them and they knew that, and this was the reason why I reacted. I went to my manager to talk with him, I explained him the situation and how upset and affected I was because of this. It is terrible for anyone to work so many nights without having a break in between, because working on nights make you very tired. I told him that it is not respectful the way how they treated me and the agreement we had two years ago before I transfer. He said that I am not right because he is the manager and he decide who and when will take a day off, that the agreement we had was for then not for now. Everything has changed, few days after I give them my holiday form, because I still had some days leave left to take. I had been told that they will have a look and when they decide they will let me know. Usually they are giving us straight away answer, but unfortunately, they had a problem with me. They even did not try to hide it, it was not even the same friendly way the look they had on me. I was so angry in that moment, I told them that this is enough for me. I said every single problem they have at work, every problem they was trying to put on me, every time when they was blaming me for no reason and after the truth come, they did not event ask for apology which is absurd. I then decided to resign and when I told them, then they asked for apology. The same day I told them that I cannot work weekends anymore because I start university, my manager was upset. He tried in a different way to give me the same work pattern as before, since I said " Not anymore, I have to look after my future. You have been helping a lot of my colleagues when they start study. Now I want to talk to our Director to see what he thinks about this problem. If he cannot help or try to solve it, I will try higher than”. I just wanted fairness for everyone, not only for people who are friends with them. After all the fights I had with my managers for my rights, I heard they think I am selfish and I changed a lot, "She become rude " they said. Probably because I stopped helping them as I used to before and I start helping myself, I do not know. I went thru a lot of troubles and stressful situations until they fixed my contract and I start working 3 nights per week only. 
Now I can manage my time efficiently between my work, University, and personal life. My managers seem to have a better attitude towards me, because they see the difference in my communication and that I was not laying when I said “I want to educate myself and fix my life”. I think we can explain this example of communication in the workplace with one of the models of communication. Berlo for me personally describes this case study pretty well.
         Encoder                                                           Decoder

	Problem with communication
Skills 

	Upset and angry

	Not a lot of knowledge of my rights


	It is not the same treatment for everyone

	Problem with my days off 

	Unfairness


	Seeing and Listening

	Speaking


	Small knowledge of active listening  (SOLER, KEYS)

	Unjust, rude, unfair and disrespectful


Managers
Work
Problem
Lyubomira





                                                          


Author: Lyubomira Ivanova (April 30, 2020)



Conclusion


I had I big problem at the beginning, because I could not separate the different types of communication. But now I learn many interesting facts and that makes me happy. I know this will help me a lot from now on, but most importantly it will help me to progress in my workplace. This is my goal which I want to follow - to progress in my life, but to do so I have to study hard. However, when I start studying it was difficult for me to explain what a written communication means but now is easier. I did not knew what active listening is, but when the time passed and our lector explained it and showed us, now we know how important it is. 
All the facts and information I know now will help me to improve my education, my mind it is not such a mess as before. I see and I understand more than before, now I think first before I act. My life feels like it is getting better, and completely different feeling when you study and learn so many new and interesting things. This is the best decision I could ever make for my future. I already can see a development on myself and this makes me feel stronger person.



References

· Business Jargons (2017) Types of communication. Available at: https://businessjargons.com/types-of-communication.html (Accessed: 22 April 2020).
· Business Jargons (2018) Written Communication. Available at: https://businessjargons.com/written-communication.html (Accessed: 22 April 2020).
· Canedo, C. (2015) Models of communication. Available at: https://www.slideshare.net/chester_03/models-of-communication-55859509 (Accessed: 28 April 2020).
· Carl, R.R. and Farson R.E. (1987) Active listening. Available at: http://wholebeinginstitute.com/wp-content/uploads/Rogers_Farson_Active-Listening.pdf (Accessed: 28 April 2020).
· Drew, C. (2020) Osgood-Schramm Model of Communication | Pros & Cons. Available at: https://helpfulprofessor.com/osgood-schramm/ (Accessed: 28 April 2020)
· Griffiths, B.A. and Dunham, E.B. (2015) Teaching Active listening. Reading: 10 April 2020
· iamhungryforsleep (2016) Shannon and Weaver’s (1954) model. Available at: https://iamhungryforsleep.wordpress.com/2016/07/31/shannon-and-weavers-1954-model/  (Accessed: 28 April 2020)
· Wikipedia (2020) Communication. Available at: https://en.wikipedia.org/wiki/Communication (Accessed: 02 May 2020)

Appendices

 [image: ]


[image: ]

[image: ]


[image: ]

2

image1.jpg
nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn




image2.jpg
Interpreter

Message

Message

/s

Interpreter





image3.jpeg
Encodus Decode
N [ 2= e

1 T
e - i
Knowledge | Treatment Touching Knowledge
o — e
Culture Code Tasting Culture.





image4.jpeg
W Lvooauita \Wwawowa G2
2210212020 aena

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!

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?
Q: How could this have been prevented?

Q: Whose Model of Communication explains how it could have been avoided?
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email English

1 Formal or informal?

You are going to write two emails on a similar topic, the first formal/neutral and the second
informal.

EMAIL 1

Write to a customer to tell them that the product/service they want is not available-at the
moment.

Prepare the situation using the questions below. The information can be real or imaginary.
e What is your company’s business? What products/services do you offer?

o What is the particular product/service that you normally offer, but is not available at the
moment? ¢

o  Why?
e When is it going to be available again?
o Who is the customer that you are writing to? Why do they need your product/service?

« Are you going to promise any action, give additional information, offer help, or simply say
that you will tell them when the product/service is available again?

Now write the email in a formal/neutral style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?

EMAIL 2

Write to a friend to tell them that you haven’t got something they want from you.
Prepare the situation using the questions below. The information can be real or imaginary.
e  Who is your friend?

« What item do they want from you?
Ideas: they want to borrow a book that you have; they want you to make a copy of a CD
that you have.

o Why are you not able to give them this item at the moment?
Ideas: you have lent the book to someone else; your computer isn’t working to copy the CD.

e When can you give them the item?

« Are you going to promise any action, give additional information, offer help, or simply say
that you will tell them when you can give them the item?

Now write the email in an informal style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?

FOLLOW-UP

Exchange emails with a different partner.

Reply to the emails you receive, inventing any information necessary.

This material has been written to accompany email English, by Paul Emmerson. ISBN 1405012943
This page has been downloaded from www.businessenglishonline.net.
It is photocopiable, but all copies must be complete pages.

one@english
Copyright © Macmillan Publishers Limited 2004.
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