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1. INTRODUCTION

In this work I have introduced different information about communication. Starting with the types of communication there are: Verbal, nonverbal, and written explaining each one.
We continue with the communication models called: Shannon and Weaver Communication, Berlo’s Communication and Schramm’s Communication of which I speak and explain with schemes in addition to adding the exercises finished in class.
In addition, I have explained how communication in my work area is between all employees, between employees and employer, besides talking about all the priorities and barriers of communication.
In the next part of this report you will find how it could be to improve communication in my work area.
Finally I make a brief conclusion about everything I learned and explained in this report and also added the references that have helped me to complete this work with more information.










2. TYPES OF 
COMMUNICATION

· Verbal: 
Verbal or oral communication is where the person who is trying to communicate transmits his message through spoken words, using different sounds and languages.
Verbal communication is the main tool of expression because through it we express ideas, concepts and desires.
· Non-verbal:
Nonverbal communication are all the ways in which we communicate without using verbal language or words. In this type of communication we communicate using the body language and sounds, which we also use in verbal communication to clarify.

· Written:
Written communication is a means of communication that is used to identify ideas or messages through writing in order to transmit the message to an indeterminate number of recipients.
Some of the ways we can use for this type of communication are: letters, magazines, newspapers and emails.


3. MODELS OF COMMUNICATION

· Shannon and Weaver Communication
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It is a model of communication or rather is the operation of electronic machines.
The sender forms the message to be transmitted, the technical transmitter transforms this message into signals or codes suitable for the channel that will transmit them. The channel is the medium that carries the signals encoded by the transmitter. The technical receiver has the opposite function of that of the transmitter and consists of decoding the message to transmit it in a language understandable to the recipient. The recipient is the person for whom the message is intended. Noise is a revolutionizer that affects the signal during its transmission.


· Berlo’s Communication
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Process that has a source that encodes the message to be transmitted, sends it to its receiver through a channel and this receiver has to decode it. The source is a person or a group of people who create the message. The message is translated into codes (language, gestures). The channel is the means by which the message is transmitted (sight, hearing, touch, smell, taste) and the receiver is the person or group of people who have to decode the message.

· 
Schramm’s Communication
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This communication model focuses on collective communication processes. The recipient chooses messages that less effort hear him understand. The communicator can only control one force: to shape his message and decide where and when to transmit it. The uncontrolled elements are: When the communication is received, when the response is received, the personality of the recipient, norms and group relationships of the recipient.
If Chramm follows Shannon, provide feedback and memory that creates effective communication.
· In-class exercises
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4. COMMUNICATION IN MY WORKPLACE

· Between employees
The good communication in my work is very important since I work in the restaurants and cafeterias of the natural history museum as a teamleader and it is a place where it is especially busy most of the year so we are a team composed of many people and we have to know when and how to communicate with each other.
Between us we use different ways of communication, one of them is the location of each day, it is a written paper in which each team component can check where it is located every day.
Another of the ways in which we use written communication between us is by WhatsApp since we create a group in which we are all the components of the team and can communicate there for example if we are late, if we are sick or simply if we need to communicate something In addition to that my area is composed of three different cafeterias in which in two of them there is a single person and needs to communicate through this WhatsApp group if you need help, go to the toilet or they need some stuff.
Another way in which we use written communication is to make the orders of each day, at the end of the work day the teamleaders have a role that we must fill in with the order of stuff that you will need the next day and the guys of the store are the ones in charge of bringing them to the next morning with which the teamleaders can also communicate through another WhatsApp group in which we can continue to place orders during the day.
In addition to placing orders on all the stuff we need, we also take care of food orders during the day as we have a hot counter and a delly of cold food in which we sell food that we order by phone call to the cooks who have their kitchen in another area of the museum.
Another type of order that we have to make at the end of the day is using another type of written communication since we must send by email an order of all the juices, fruits and drinks that we need for the next day.
Since the museum is composed of five different areas and in each of them we have different restaurants and cafeterias, we communicate the teamleaders of each of them by phone call either to ask us for help from staff, ask for more stuff, or to communicate any type of message between us.
The communication between the components of the team is sometimes somewhat difficult since as I said before it is a very busy place constantly and people feel very tired so we try to be patient and keep calm so as not to shout or disrespect us.
When it is very busy we also use non-verbal communication since it is a large restaurant and sometimes something loud so we use body language, signs and signals to communicate.
Verbal communication is the most important since we have to know how to use it and also know what tone to use, use a correct vocabulary since we are working and we must respect each other.

· Between employers and employees 
The communication between team members and our boss is very important as we have to let you know every thing that happens in our area.
If for example we receive a complaint or a bad comment depending on the severity that this may have, the manager can simply make a meeting to communicate it and advise us not to happen again or if it is very serious in addition to making the meeting the manager takes care of Send an email to each team member letting us know the seriousness and the consequences they have caused.
In addition, the teamleaders every Saturday have a meeting with our manager to let us know about new changes, improvements or also seek solutions to any type of problem that occurs in our area.
We use written communication as we have to let our manager know the holidays we would like to have throughout the year through a paper that we have to complete and give it to him.
We can contact him by WhatsApp if for example we have a problem with our arrival time or just something to tell him.
We have to be very careful with the verbal and nonverbal communication that we use since it is our superior and we have to show him all the time that we keep him a lot of respect, so we should never raise the tone when we talk to him, we must use a correct vocabulary and we must be careful with our body language so as not to make any mistake with our expressions for example of our face.



· Principles of communication
In my work area, one of the principles of communication is that the important thing about this is what you imply with the message issued, the way to communicate it, written or spoken, must be plain, clear and accessible to all members of the equipment.
Transmitting transparency when you communicate with someone helps make getting the message or information.
Promoting professionalism by communicating makes teamwork, cooperation and easier to motivate.
Communicating correctly when classifying tasks, ordering or asking for collaboration from workers indicates a good work system.
For a job or team to work better, you have to communicate the goal or objective where you want to reach. From the company to the department, the department let the boss know and the boss communicate it to the employees.
It is necessary to ensure that all the members that make up the work team receive reliable, complete and timely information about work, company and environment.
We can communicate the coordination of actions through tasks, instructions and procedures.

· Barriers of communication
It is easy to have barriers when communicating in my work area since there is always a lot of noise or even distance between all of as. Another of them is that it is very busy and that can affect our mood creating fatigue, anger or sadness so all of them can affect us when communicating or especially when it comes to getting or receiving information or message . Sometimes also because it is busy, some disorganization can be created, so it can also happen that two or more people are trying to communicate with the same person.

5. HOW WE CAN IMPROVE THE COMMUNICATION IN MY WORKPLACE

In my work area we could improve communication in many different ways. The first would be to give English courses to the people on the team that need it, since most of us start without knowing English and that makes communication very difficult.
Another of them would be to finish listening to the person who is trying to communicate with us before speaking, never interrupting, since sometimes we can lose patience and we are not careful to listen, it would also improve communication if we asked more questions, if we showed more interest when they are transmitting information to us. It would also be better if we learned to get to the point and improve by not coiling in speaking. Another improvement would be the correct use of eye contact, as it is a quick and easy way to convey confidence to the other person. We could also understand each other better using the right medium at all times, for example, to talk to our boss, we could send you a short and clear email.
It would also help a lot that we all learn to be more understanding, try to understand the rest, put ourselves more in the situation of the other person and adapt. Be patient when handling conflicts, always controlling our tone of voice.
We would also improve if we learning to control our gestures and expressions since in many cases our nonverbal communication says more than what we are trying to say.

6. CONCLUSION
The conclusion about this report is that there are several types of communication, all of them important and fundamental to have good human relationships.
In addition there are also three different communication models in which each one has a receiver, a sender and a message.
A good work environment depends on the good communication established between all team members.
We can achieve good communication by showing interest in the language of the other person, listening carefully and being able to put ourselves in the place of the other. That is why we should all learn the types and principles of communication to learn better to communicate.
There are different barriers that we can face in a busy work environment so we can also apply and use a multitude of tricks to improve our communication in a work environment like this.

7. REFERENCES

· [bookmark: _GoBack]Fierros, R. (2012) Modelo de comunicación de David Berlo. Available at: http://modelodeberlo.blogspot.com/ (Accessed: 17/12/2019)
· Briceño, G. (2019) Comunicación escrita. Available at: https://www.euston96.com/comunicacion-escrita/ (Accessed: 17/12/2019)
· Success, S. (2019) A Beginner’s Guide To Body Language & Nonverbal Communication with Joe Navarro (Video). Available at: https://www.youtube.com/watch?v=vH3sJzBuQvQ (Accessed: 20/12/2019)
· Mack, O. (2017) Effective Communication: Five Principles to Perfect. Available at: https://magazine.vunela.com/effective-communication-five-principles-to-perfect-172c9adbe0ee (Accessed: 20/12/2019)
· Kavik (2014) Modelo Schramm (Video) Available at: https://www.youtube.com/watch?v=uonx7dvd5vQ (Accessed: 13/12/2019)



image4.jpeg
nity Saint David
Tonoon BMSWAa002

In-class exercise 2

Q & -
Student Name: O\ @ (B Q ggmﬁ;z Student ID/Group: %g_&gms% R
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).

% Trinity e, Effective Team Working and Communication — Term 1
)

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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What could she have done to make the situation better?

(7&9
\‘\{’L LV | 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.
o B Why was Sally upset?
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help the tension that had developed?
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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,
1 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, stgngf:& aqd answer her questions. Use a diagram in your answer, if necessary.
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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
h the employee to

As you read their case, think about how you might help communicate wit
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
years old. 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: ‘I 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?

Which cormmunication models can you use to explain Barry’s problems?

e

3. What solutions might Barry consider in addressing each of these challenges or obstacles?
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