                     University of Wales Trinity Saint David



Assignment   
Effective team working and communication skills
BMSW4002
Florentina Gavril
Student number- 1906521
                                                                                                                                 Lecturer
                                                                                                          Bennedict Mabu




Table of content
Introduction……………………………………. 2
Communication………………………………. 3
Active listening…………………………………4
Assertiveness …………………………………..5
Written communication……………………6
Conflict management……………………….7
Conclusion………………………………………8






Communication    

 Communication is the process of interacting with people or between groups, as direct interaction through word, symbol, sign, image or gesture. Through communication, people divide their knowledge, feelings, opinions, experience, interests.
David Berlo had developed the Berlo’s Sender-Message-Channel-Receiver (SMCR) model of communication in 1960 from Shanon Weaver’s Model of communication (1949).
He distinguished the component factors that affect the communication in order to have an improved outcome. This model also developed the encoding and decoding of messages when they are in the process of being delivered from sender to receiver.
This model is built from 4 main elements: sender, message, channel and receiver. Every element is affected by various factors.

S- SENDER 
The sender is the one who transfers the information to the receiver, after putting his thoughts into words.
 
· Communication Skills
Being able to communicate, is a very important skill in our life. The speaker must know to be a good listener, good speaker, he must know how to empathize with the receiver, must not be repetitive in sentence.
· Attitude 
A right attitude is helping to have a good communication. The right attitude express that is nothing wrong and nothing to worry about. Even if the sender has a good communication and have a wrong attitude like arrogant, no confident, nervous, etc, makes the communication less efficient.
· Knowledge
Knowledge is about the lucidity of the figures that the speaker wants to send to the receiver. You need to be familiar with what you are speaking so before to start a speech, make sure that all the information is correct.
· Social system
The social system covers some components like culture, religion, comprehension of society, where the links are taking place.
· Culture 
Cultural differences can make communication between two individuals or two parties awkward and offensive as cultures have different senses of jokes. Some people might find something offensive where some others will accept it.




M-Message
 The message is the package of information or meaning that is sent from sender to receiver. The message can be sent like audio, video. Speech, or media.

C-Channel
Is the process by which the message is transmitted, in mass communication the machines that could be used as a channel are the telephone, the internet, etc. In general communication, the channel is the 5 senses of human: 
 
 Hearing-We receive the message through hearing.
· Seeing – We receive the message through seeing.  
· Touching – is a non- verbal communication like handling hands.
· Smelling – We can receive information by smelling
· Tasting – Taste a way to receive a message

R this model argues that when the sender sends a message, the receiver must have the same way of thinking as the sender. If the receiver does not have the similar skills as the sender, this will make communication less efficient. The receiver must have a good listening skill to, for make the communication efficient. Other factors similar to that of the sender are
 · Communication skills
· Attitudes
· Knowledge
· Social Systems
· Culture


My own communication skill at the work place, that I can use is based on the way that I communicate with customers, at shop where I work. Every month we have discounts on certain products in the store so one of my responsibility is to announce all the clients about these offers.
The content of the message was expressed through the channel of verbal language. The treatment of the message was expressed clearly with some elements as body language indicating that customers were being directed to make the right choice. The message was ‘encoded’ to make sure that they understand what option have. With all my explanations, the message was not ‘decoded’ by many customers, so they bought products that were not on discount.
Berlo mentions five different factors which affect a message decided correctly.  Communication Skills, Attitude, Knowledge, Social System, Culture.
I’m not sure why the message was not decoded correctly, one of the reasons could be that some customers spoke English like a second language, and maybe, for this reason, the message was wrong decoded.
As the message was not decoded, I decided with my manager, to put discount labels on each product that were in discount.

Available[ONLINE]https:www.toolshero.com/communication-skills/berlo’s.smcr-model-of-communication.
(accesed25.11.2019)

Communication is divided between two groups:
-Verbal communication
-Non-verbal communication
 
Verbal communication represents the transfers of information through the oral language between a transmitter and receiver. Feelings, ideas, thoughts and opinions are summarised by words and used by the sender in forms of conversations, speeches, discussions. Verbal communication is not just about talking, it depends on how you send and receive messages.
Each job requires workers to use verbal communication skills so that at any interview this skill is very well evaluated. Workers who can send clear and effective messages are highly valuated by employers. 
For example, for a supervisor, verbal communication does not consist only of telling employees what to do but also to listen to employees, to understand what problems they have and to solve problems together.


Nonverbal communications define the process of sharing and receiving messages without using words of any kind. Also known as manual language, this communication process can also highlight parts of a verbal message.
A study made by Albert Mehrabian made in 1967 had shown that only %5 of the message is shared through verbal communication where 38% of the message is shared vowel and 55% through body language. The non-verbal communication help to express your fillings, your attitude or behaviour and is very important when you interacting with people that have disabilities to speak or hear.
At my workplace I find that I have this skill because when I was meeting people with disabilities to speak, I succeeded to communicate with them.
Type of non-verbal communication:
· Eye contact- it's a way to adjust the communication. Visual contact in a discussion, increase the credibility. For teachers, eye contact helps to transmit interest, credibility and warmth.
· Facial expression- expresses the type of emotion or feelings you have when you send a message. For example, if you smile often, you will be perceived as a pleasant and friendly person.
· Gestures- When you send a message without gestures, you can be interpreted as a boring person, by gesture, you can capture the attention of the interlocutor.
· Humour- Releases stress and tension, so when you have a Speech, include a little humour.
· Touch- The touch can express more emotions. For example, if you're in the exam room and someone touches you on the back means he wants to know something.
· Silence- Silence can be a positive or negative thing, for example if in a class, it is quiet it can be understood that students are very attentive to what is discussed in the class or it  can be  understood the lack of interest.
· Symbol- The symbol is something that represents an idea, such as the symbol for the STOP.


Active listening 

This is a very important skill, is about to understand the meaning of words spoken by another in a conversation also to interpret the non-verbal indication such as facial expressions.
For example, a smile can be used to show to another person that you are agree with message that you received.

This skill can help to build relationships, solve problems or understand and avoid a conflict.



A good listener is facing the speaker and maintaining eye contact because help to understand the feelings that speaker is transmitting, can demonstrate that is being very interested, asking relevant questions and making conclusion or clarify what the speaker has said.

In my experience I can say that I’m a good active listener, because I paid attention at all my courses that I learn at university, I’ve succeeded to understand what are my tasks and for me is very easy to complete my assignment.

Assertiveness

Being assertive means that when you need to stay up in front of others, when you have right, the attitude should be calm, positive, without being aggressive or becoming upset. To be a good assertive, you need to understand and respect the feeling, believes of other people. 

Benefits of being assertive:
-Gain self confidence
-Understand your feelings
-Improve communication
-Create relationships
-Gain more job satisfaction

Learning to be more assertive can help to express your feelings when you communicate with others about different issues.
In my own experience I can say that I’m not a good assertive, because when someone is not having right, I’m getting very angry and I cannot delivery my opinion about that think.

I been in a difficult situation at my work place, my manager started yelling at one of my colleagues, I do not know for what reasons. When I saw the situation is getting worse, I tried explain to him that is not have a right attitude, he cannot behave in this manner with his employers, but I couldn’t express very well, because I was getting very angry with him. Therefore, I start crying and I left home in that moment because I couldn’t handle the situation in that moment.


Written communication

The written communication is the ability of transmitting message through the written symbols so every message exchanged between two persons that use the written words is called writing communication. Is the most common mode of business communication. In any organization, the electronic mails, reports, documents, letters, etc, are some of the commonly used forms of written communication.
The written communication is very important at University, help students to complete essay, assessments and exams. 
Well writing communication is very important because helps to define problems, find solutions and resolve. Is important in business, if the written communication is clear, concise and professional.
Busyness Jargon (2019)[online]Available https://businessjargons.com/written-communication.html (Accessed 11 December 2019)


Conflict management

Conflict management represents the ability of being able to identify and overcome conflicts in a sensible, fair and efficient manner. In businesses, it’s essential that people understand conflicts and know how to resolve them as they represent a natural part of the workplace. They are natural as every employee thrives to show their values and skills that they can bring to the company which creates a continuous sense of competition.

Conflicts can occur at any time and they have a great impact on whether an employee will limit or enable their success. Managers will follow 5 conflict styles:

1. Accommodating managers will cooperate with employees at high degrees. When following this style, managers will create goals, objectives and wanted outcomes.
2. Avoiding issues is also a common style used by managers. This style is not efficient as it doesn’t help the employees reach their goals and it doesn’t help the manager resolve the issue. This style is used in the situation where the manager has no way of winning as the issue can be found inconsequential. 
[bookmark: _GoBack]
3. Collaborating managers pair up with each other as partners in order to achieve both their and the employee’s goals. This style is seen as when the managers avoid the win-lose pattern and they persuade the win-win situation.
4. Competing represents the win-lose situation. The manager will follow their own actions in a decisive way to achieve their own plans without needing to cooperate with others. This style is often used in times of emergencies, when time is essential.
5. Compromising is seen as the lose-lose method where none of the involved employees achieve their goals. This style is used in situations where both sides present equitably prime goals or when a provisional method is necessary. 

Marketing91(2019)[online]Availablehttps://www.marketing91.com/importance-of-interpersonal-skills/ (Accessed 11 december2019)



Conclusion

All these skills described above help us develop our capacities both socially and personally, they are considered as the abilities which can transfer and transmission across the different spectrum in our lives. These skills are essential to finish a university and get a good job, are something that we keep on learning and updating throughout our lives.  Study Skills are very important tools that must be learned and practiced. Having good study skills is an invaluable asset in all areas of life, not just school. 
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Ex.L. 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, “Itll 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 5o excited about
seeing her tomorrw!’. The child broke down and cried.

I Whyweren't Mary's calming words having any effect on her daughter?
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[CASE2: 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 i

I Whywas Sally upset?
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CASE2: Steve was exhausted from work when his wife, Sally, came home. S0 he was quite

annoyed when she began telling him allthat went wrong about her day. He interrupted her and

said, ‘'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?. Sall said nothing, but
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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  training course in non-verbal communication because you have observed
that her non-verbal kils sometimes send the wrong message.

Tell Mary why you are writing
-Say what you have observed about her communication skils

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

s you read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the citical thinking questions at the end of the case and, wherever
possible, say whose communication model s relevant.

BARRY AND HIS STAFE

Barry is @ 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
Vears old. In addition, the employees come from varied cutural and ethnic backgrounds. For many,
English is not their primary language.

Barry has a Health and Safety (Food) Certificate and tries his st to keep up with food safety isues
inthe kitchen, but he admitsi's not easy. Employees receive "on the job raining’” 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 ight into the job without training i it s 2 busy day.

One day Barry overslept because he had been working on his car until 2a.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 o hs 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 siting at room temperature overnight. He called one
of the Kitchen staff and asked: Why did you leave the chicken out when 1 told you to put them in
the fridge?”

The man replied: | heard you screaming but | thought you were trying to talk to the chef above the
oise of the food mixer he was using. | didnt know you were talking to me". Barry s frustrated and
head against a brick wall n trying to get

doesn't know what 1o do. He feltlike he was beating.
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 Whatare the communication challenges and obstacles that Barry faces?

2. Which communication models can you use to explain Barry's problems?

3. What solutions might Barry consider in addressi

each of these challenges or obstacles?





