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[bookmark: _Toc39164487]INTRODUCTION
The main topic of this essay is effective communication together with its importance within the workplace. The structure of this essay it will be represented in three basic parts as follows: introduction, main body, and conclusion. In the first part it will also cover general information about the term communication and its value; The main body will contain a representation of different types of communication and its significance within the workplace, a succinct description of various Communication Theories such as: Berlo’s Model of Communication and Scram’s Model of Communication, together with an extended explanation of the Shannon and Weaver model of communication, and I will also present a situation regarding communication and its effectiveness, the role of culture in communication, and the purpose of communication within the workplace. The essay it will end with a conclusion which sums up the content of this work and also the things I have learned about communication. 
[bookmark: _Toc39164488]Definition of communication
“Communication is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people.” (Maund, Michaela and Tinkler, 2017)
[bookmark: _Toc39164489]The importance of communication
The process of communication is a vital tool for all organizations, in order to achieve productivity and to keep good and lasting relationships at all levels. Effective communication among co-workers improves work efficiency and minimizes the confusion. The capacity of executing certain tasks is affected by ineffective communication.  
Communication in day to day life is also important and vital in order to obtain healthy and significant relationships. Those relationships are strengthened by communication skills among individuals. 
[bookmark: _Toc39164490]MAIN BODY
[bookmark: _Toc39164491]Types of communication
The process of communication can take place in many ways, and represents more than just verbal communication, known as the most common way. The three main types are represented and briefly explained below: 
 Figure 1
[bookmark: _Toc39164492]The 7 C’s of Communication
Communication happens all day long; it doesn’t matter if it’s at home, at work, with our friends or neighbors. There are many ways in which we can communicate, but unlikely we often fail to send the intended message. The noise leads to ineffective communication, or even to miscommunication. 
Known as the 7 principles of communication, the 7 C’s represents a helpful way to guarantee effective communication, and also provides a practical and convenient check list in order to assure effective communication takes place, as shown below: 
 
[image: ] Figure 2

[bookmark: _Toc39164493]Communication Theories
[bookmark: _Toc39164494]Shannon and Weaver model of communication 
Known as “mother of all models”, Shannon and Weaver model of communication, designed in 1948 it was meant to boost technical communication via the phone, in first place. Its purpose was to expand as much as possible the telephone capacity by minimizing the noise level to the max.  
Later on, the goal of this model has changed, with the intention of developing productive and successful communication, and it has been applied to all models of communication. 
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Figure 3

It is very probable for the process of communication to face problems, meaning the channel can be disrupted by noise, and because of that, the receiver’s capacity of decoding the message can be diminished.
I will also present a real situation that happened to me at my workplace few months ago, and represents a good example of Shannon and Weaver Model of communication. After a short phone conversation between me and a customer, due to ineffective communication, the restaurant where I am one of the managers ended up by having a massive complain to handle. One of our clients called the restaurant to change the house number of the delivery address for the order he placed on Uber Eats. He told me on the phone the right number as well, and I heard that. To be honest, nothing impossible to do, I will say very easy as well, but, my colleagues were having a conversation close to the phone, and because I was distracted by the noise, I was not able to understand right what the client was trying to communicate. What I have done is canceling his order for that precise address. I ended the conversation in an unprofessional way, by not double checking with the client, and on top of that I assured him that everything is solved. From my understanding the problem was solved, but the real problem was the ineffective communication process and the lack of professionalism showed by me and my colleagues. The client, waiting for his order which never arrived, called us again, and the general manager answered the phone that time. The only trace of professionalism that occurred in my conversation with the client was that I presented myself at the beginning, by saying my name, and in that way the client knew exactly who was the one responsible for his anger. He was yelling on the phone and he also made a complain to the head office. This is a real proof of how ineffective communication can lead to nothing more than conflict and bad reputation of the organization. 

[bookmark: _Toc39164495]Berlo’s Model of Communication
 
David Berlo’s SMCR Model (1960) suggests that there are ﬁve elements within both the source/encoder and the receiver/decoder which will aﬀect ﬁdelity, as shown below:

[image: ] Figure 4
According to Berlo, (1960), “A given source may have a high level of skill not shared by one receiver, but shared by another. We can-not predict the success of the source from her skill level alone.”

[bookmark: _Toc39164496]Scram’s Model of Communication
Scram’s Model was suggested by Wilber Schramm in 1954, and it was inspired from the Shannon Weaver model. For this model, coding and decoding represents crucial processes of a successful communication, and the whole process involves conveying effective information into words and after that, transferring it to others. 

[image: ] Figure 5
[bookmark: _Toc39164497]SOLER Method
SOLER (Egan, 1986) refers to the use of non-verbal skills, in order to improve listening. This technique is common among healthcare professionals, but it is applicable to any profession.  This method’s purpose is that people focuses more on listening to other people during the conversation. Effective communication represents effective listening as well, and there is a strong relation between the two of them.  The SOLER method ensure others that they are heard and appreciated, and that the listener gets the right meaning of their messages. 

[bookmark: _Toc39164498]Role of culture in communication
The notion of culture is strongly disputed. More than one hundred and fifty-seven definitions were elaborated on a period of thirty years alone, between 1920 and 1950 (Kroeber and Kluckhohn 1952, 149). The concept of culture can be perceived as symbolic communication, and there are about 300 definitions of the notion culture (Victor, 1992). 
 There is a strong connection between the term of culture and communication. Culture is passed on from one generation to the next through communication (Peterson, 2004). 
The external environment of a person is influenced by culture. Values, beliefs, norms and morals of a person, represents his culture. Not all cultures have the same set of beliefs or values; every culture is unique in its own way, and through communication the culture can be passed from generation to generation. Each organisation has its own culture as well, and also through communication is passed from the new organisation into a new employee. 
[bookmark: _Toc39164499]Workplace communication and its purpose
Communication represents the tool that helps and provides the possibility for managers to accomplish every management goal. In order to have a successful organization, it is a must for the managers to communicate their ideas to the whole organization in an effective manner (Radovic Markovic, M. and Omolaja M. ,2009). The purpose of efficient communication within the workplace is to provide a good organization among all hierarchies of employees and their bosses, and this can be possible only be encouraging free communication between departments and co-workers.  For a good and successful leadership, managers must communicate clear their goals to their employees and only through effective communication they can inspire and encourage their employees to trust and to follow them, and also to execute their tasks at the highest level.  The answer to strong and prosperous management is effective communication. 
[bookmark: _Toc39164500]Effective communication within the workplace
As Morley et al. (2002, p. 69) states: “Organizations developing effective communication processes are more likely to both have positive work environments and be more effective in achieving their objectives”. 
Likewise, Zwijze-Koning and de Jong (2005, p. 429) highlighted that, “The importance of communication for the effectiveness of organizations and the wellbeing and motivation of employees is undisputed”.
Constructive communication is the solution for having a significant number of organizational benefits. According to Hargie, O. (2016), recent studies in: (Bedwell et al., 2014; Clampitt, 2013; Ellwardt et al., 2012; Jenaibi, 2010; Meade, 2010; Meehan, 2013; Rockman and Northcraft, 2008; Thomas et al., 2009; Welch, 2012; White et al., 2010), demonstrates the importance of Communication for Organisational Effectiveness. 
I have elaborated myself a list showing the benefits of effective communication according to those studies, as follows:

Figure 6


[bookmark: _Toc39164501]CONCLUSION
Summing up the content of this present essay, effective communication is vital for all managers in all organizations, and can be even more important than leading, planning and organizational skills. Communication skill together with teamwork equals successful companies. As Scarnati (2001), states, teamwork can be seen “as a cooperative process that allows ordinary people to achieve extraordinary results.”
This assignment has taught me that communication is not only a way to transmit and exchange information with others, it is also a skill. Effective communication helps us built long term relationships, to deal with certain problems, and also in our professional life, helps us build trustworthiness with our colleagues.  Relevant theories have been discussed in this essay, and together with my personal experience, now I am convinced that this term, “communication” is crucial in day to day life and also within the organisation. As a manager, this essay proved that I need to work on my communication skills and I am going to apply what I have learned here at my workplace in order to establish a better connection with my team.  I have also learned that communicating effectively means having the capacity to listen carefully and to know how to control your body language. Body language plays a vital part in the process of communication, and often can communicate what words can’t.
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Email 1.
Good morning sir,
My name is Cristina and I’m contacting you from Wagamama Watford, the Chinese/Asian restaurant.
We know that our services are very important for you and we are trying our best to make our customers happy, but unfortunately, we just run out of the yaki soba. Everyone love this dish and because all our food is cocked fresh, we don t have all the ingredients necessary for this item. It was a busy day and we weren’t expected that I do apologise. I know for sure that tomorrow this item will be again available, and we will more just to avoid this situation. As an apology because I know that one of your family members will don t have the food which asked for, I can offer any other main instead or I can give you the refund straight away. I’m looking forward for your response. 

Kind regards.

Email 2.
Hi my best friend, 
You know that you are very important for me and because we are really close hope you will understand the situation and forgive me. You asked me yesterday for my laptop because you need and I told you today I can give to you, but unfortunately, I just realised that I have to do something for school, and I will not give you today. I do apologise and I hope you will not be mad at me so to repair the situation tomorrow I can bring the laptop to your house and I will give you a hand for what you need. Sorry. 
Kind regards.


1. Jennifer didn’t pay attention to her manager because of her boyfriend. It went wrong that she didn’t know how to do her job. She supposed to separate her private life from the job. 
2. Listening played the most important role because Jennifer instead to pay attention to her manager when he explained the responsibilities, she was thinking what her boyfriend texted her so much. 
3. Because Jennifer didn’t take her job very serious her co-workers didn’t listen to her and she felt confused and frustrated.



COMMUNICATION


ORAL/VERBAL


WRITTEN


NONVERBAL 


Involves listening to someone in order to understand the right message 


The written messaje has to be read in order to be understood


Requires observation of the person, for being able to understand the message



Benefits 
of effective 
communication
within the 
workplace 


 increased productivity
 more staff proposals together with higher levels of imagination
 reduced costs.


 better quality of services and products
 greater employee job fulfilment and morale 
 minimized absenteeism 
 lower staff turnover 


 greater levels of trust, engagement and commitment
 improved workplace relationships 
 more acceptance of change 
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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?

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

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

e 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?

e 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.

e 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?

e 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.

.com

Salutions for English Teaching
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TROUBLE AT HOME, TROUBLE WITH TRAINING

As you read this passage and answer the questions, step back and reflect on what went wrong
in the professional situation.

Jennifer is a recent college graduate who started a new job as a recruiter for a local non-profit.
Her job consist of placing individuals with employment barriers into jobs. She must build
relationships with employers, secure job leads, screen candidates, and report her monthly
hires/placements. Her position is commission based, which means she must make placements
to earn money. While in training, she found herself preoccupied by several things going on at
home. She was fighting with her boyfriend and in a conflict with her roommate. Her boyfriend
sent her numerous text messages while her new manager explained the job responsibilities
to the class of new hires. Between worrying about her relationship and the pressure of
learning a new job, she heard the new manager say that she should do anything in her power
to get placements, as this was the most important thing to remember of all the training
content.

A few weeks into her position, Jennifer found that she felt really lost about how to do her job
well. She was not making any placements. Whenever she approached her co-workers, they
did not seem to listen to her. They rarely looked up from their computers or phones, and she
had to repeat her questions several times before they answered. When they did respond,
they answered only parts of her questions. Jennifer was left confused and frustrated. They all
said the same thing, however: getting placements was the most important thing to focus on,
no matter how she melt her goal. She followed their lead and began claiming credit whenever
any of her clients found a job, whether she had assisted them or not. Jennifer was cutting
corners to reach her placement outcomes. She had “heard” the message loud and clear. A
few months later, Jennifer, her co-workers and their immediate supervisor were terminated
and the non-profit was under investigation for fraudulent reporting.

Step back and reflect

1.) What went wrong

2.) What role did listening play

3.) What are the ethical consideration

4.) What critical listening strategies can Jennifer employ to help her in the workplace

5.) How could Jennifer use the KEYS approach to improve her communication interaction
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