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(1.0)
Introduction
Effective communication plays a vital role in team work performances, also the performances of a team is higher than individual performance therefore encouraging more team work for increased organisation productivity although the success of team work within the organisation is subject to effective communication.

The purpose of this report is to;
· Define communication and identify the different types of communication.
· Discuss three (3) different models of communication namely Shannon and Weaver, Berlo and Schramm.
· Discuss how the three (3) types of communication discussed are adopted in my workplace.
· Suggest how to improve communication in the workplace.





(1.1)
What is Communication?
This is a two-way process that allows participants not only to exchange ideas, feelings and information but also create and share meaning for reaching mutual understanding. According to (Martin, 2010), “Communication is a process of sharing information and creating relationships in environments designed for manageable, goal-oriented behaviour”. Communication is a process that enables the flow of information, ideas, thoughts or feelings. It is also a process of exchanging and expressing information verbally, orally, through gestures, through conduct or through electronic medium.
(1.2)
Why communication is important
Effective communication is important for the following reasons;
· It improves organisation’s productivity.
· It can also help to improve turnover rates.
· It can help to reduce absenteeism. 
· It can improve employee job satisfaction.
It is important for communication to be effective within the team as well as with customers for various reasons such as;
Within the team 
Communication is very important in my roles for various reasons most especially because it is a team work, it is essential to communicate with the team regularly to enhance the team’s performance and to increase organisation’s profit. Communication within the team helps to understand, enhance service delivery and improve customer follow up.
With customers
Also in terms of dealing with the customers, communication is vital for the following reasons;
· Listening to understand customer needs.
· Analysing from understanding of customer needs to educate the customer.
· Following up with customer to ensure they are getting on well with products.
· Getting feedback to identify what can be improved in the service delivery.
(1.3)
My organisation
The name of the organisation I work for is Clarins UK Limited. The organisation was founded in Paris in the year 1954 by Jacques Courtin-Clarins producing skincare range and make up. Clarins is based in all departmental stores across UK however I am based at the concession in John Lewis Oxford Street, London.
I work as a skincare specialist giving customers advice on their daily skincare routine and prescribing suitable skincare dependent on their requirement and my analysis.


(2.0)
Types of Communication
There are various methods that can be used to send information to other people including verbal, non verbal, written and visual.
(2.1) 
Verbal communication is a process of using language to transfer information to one or more persons who receive and interpret the message according to the sender’s message. Verbal communication is one of the most efficient ways of sending information. Examples of verbal communication are presentations and phone calls. 
(2.2)
Non verbal communication is a process of using body language, facial expressions, tone of voice and gestures to pass information to other people both intentionally or unintentionally. Non verbal communications is a type of communication that helps to understand people’s feelings and emotions. Examples of non verbal communication is an individual who receives a message and smiles shows that they are pleased at the message received but a sad face shows that an unpleasant message has been received.
(2.3)
Written communication is the process of writing and typing information to convey a message. This process of communication provides evidence of messages which are produced in form of books, letter and memos. Example of written communications in the workplace is messages sent through emails, newsletters and business platform such as group chats.
(2.4)
Visual communication is the process of using images such as charts, graphs, drawings, artworks and photographs to express a message. Visuals are used to aid better understanding alongside the verbal and written types of communication methods. Example of using visual type of communication in my workplace is using a signage to give customers the awareness of a new product launched in form of advertisement.
(3.0)
Theories of Communication
There are various models of communication however I will be discussing the following;
· Shannon Weaver’s model
· Berlo’s model 
· Schramm’s model
(3.1)
Shannon Weaver’s model
This model was created in 1948 by Claude Elwood Shannon, an American mathematician together with his colleague Warren Weaver, a scientist. Shannon and Weaver identified six (6) stages of communication in this model explaining that during the process of sending a message across, there is a possibility of losing some information although lost messages can be retrieved through feedback. 
Stages of Shannon’s model of communication;
· Sender: this is the information source i.e. the person who is passing a message across.
· Encoder: this is the transmitter that converts the message into a format that will be clearly understood.
· Channel: is the medium used for sending the message; there is a possibility of signal failure between the transmitter and the receiver.
· Decoder: this converts the message received from signals and prepares it to go to the destination.
· Receiver: this is the final destination of the message, once the message is received, the receiver provides a feedback.
· Noise: is the environmental factor that interrupts the initial message from reaching its destination.
[image: Image result for shannon's model of communication]
                  Shannon’s model of communication
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                                                     Fig 1
Application of Shannon Weaver model in the workplace
If I called my manager to say I am not coming to work because I am not feeling well, if the message breaks off at the time I say the reason for not coming to work due to poor network, to my manager it is an incomplete message, therefore the manager will ask me why I am not coming to work, I then repeat the lost part of the message that, “because I am not feeling well”. The initial message was interrupted due to break in transmission which is Shannon’s point that there is a possibility of a interference in the message. In this instance, I am the (sender), the telephone network company is the (encoder) while the mobile network is the (channel). Also, the missing part of the message i.e. “because I am not feeling well” is the (noise), the mobile phone is the (decoder) while my manager whom I passed the message to, is the receiver.
(3.2)
Berlo’s model 
Communication theorist David Berlo in 1960 developed a model known as the SMRC model, this model identified the process of communication as a four stage procedure that includes the source, message, channel and receiver.
Source: according to Berlo, the information would have come from a source which may be in the form of a person; group of people or from an organisation and the source chooses the language to use in sending the message.
Message: this is the information that is being sent across to the other side.
Channel: this is the method used in sending the information which includes letters, newspapers, radio and telegraph.
Receiver: this is the final part of the Berlo’s communication process where the receiver is the audience in the communication process 
              [image: Image result for berlo's model of communication]
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                                      Berlo’s model 
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Application of Berlo’s model in the workplace
Using my work place as an example, if a customer approached me to discuss their concern in relation to their skin issues, I will listen attentively and based on the information gathered from the customer, I will demonstrate product knowledge to inform them of what products are suitable for them to deal with their concerns.
(3.3)
Schramm’s model
Wilbur Schramm in 1954 attempted to rectify the earlier linear models of Shannon Weaver; he described communication as a circular process that involves an encoder interpreter and a decoder. He further described the process as an endless procedure that goes in a circular motion according to the Schramm’s model diagram below (fig 3).
The Schramm’s model is dynamic because the sender and receiver are the same people who encode interpret and decode the message although it does not consider other factors present during the process of transferring a message such as noise, therefore messages lost during the process are not considered.
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                                           Fig 3
Application of Schramm’s model 
The process of Schramm’s model in the work place can be considered when emails are sent from person (1) to person (2), message is encoded, interpreted and decoded either way. In a similar way, a message is sent (encoded) by an employee to a colleague who interprets, reads (decode) and reply the message following the exact same process.
 (4.0)
How to improve Communication in the Workplace
There are various ways of ensuring a cordial professional relationship within the business environment in a manner to build a good working relationship for business improvement and increased productivity. Some of the ways that communication can be improved in the workplace are discussed as follows;
One to one – although there is likely to be an open door policy but it is also important to ensure that the employer have the opportunity to have a one to one discussion whenever the need arises because certain people are more comfortable having private discussions rather than have people around the vicinity of their discussions. The idea of a one to one also allows employees to discuss any business related concerns with the manger or supervisors.
Weekly meetings – the weekly meeting initiative helps the team to draw out a plan of what needs to be done, how to do it, and who is doing it. It is a great opportunity for the team to inform all its members of what they have done right and what they will be doing to achieve their goals.
Clearly draw out expectations - it is always a good idea to take notes and write out all expectations so that employees can have a clear understanding of what is expected of them. It helps them to prioritise where necessary their task in order of preference and importance. To ensure effectiveness of however, it is advisable to rotate the note taking to give every team member the opportunity to be involved to enhance communication in the workplace.
Clear explanation of task – it is always important to explain in a clear language and tone what is required of an employee and why, this enables commitment and loyalty to ensure effective communication.
Adopt a two way communication system – to ensure effective communication, always make sure that orders are not handed out but rather give an opportunity for a two way communication system where other team members are allowed to share ideas and give feedback. 
Conclusion
In conclusion, the success of team work is dependent on how effective communication is between the team. During the process of communicating also, it is always important to consider factors that can impact the effectiveness of the message that is being passed across. Shannon Weaver in his study considers noise between messages while Schramm considers just the message sent and message received, in which case there is no opportunity to consider possible distractions when sending a message.
Therefore effective communication is a significant factor in organisation success for an improved productivity. 
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Exercise2: COMMUNICATION: A CASE STUDY

As you read their case, think about how you might help communicate with the employee to
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

s responsible for supervising and
from 16 years old to 55
unds. For many,

Barry is a 27-year old who is the manager of a restaurant. He i
managing all employees in the kitchen. Employees working there range
years old. In addition, the employees come from varied cultural and ethnic backgro
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 @ 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 | 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 frustra 3
doesn’t know what to do. He felt like he was beating his head against a brick wall i
his employees to practise food safety.

He has made many efforts to get them to learn how to handle

Quleilions:
What are the communication challeng
Which communication models ¢
What solutions might Barry
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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. gg/’
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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 upm
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

) become more and more frustrated. Just then, Mary’s phone rang and she was all

d when she heard her friend’s voice. They spoke for fifteen minutes and when the call

she turned and said to her daughter, ‘Oh, darling, that was Susan. 'm so excited about

or tomorrow!". The child broke down and cried ik

Why weren’t Mary’s calming words having any effect on her daughter?

N Noad facky

.n‘. y
s TN +

N

2 whar could she have done to make the situation better?

rex I

ol
[

"~ [ CASE2: Steve was exhausted from work when his wife, Sally, came
annoyed when she began telling him all that went wrong about her:
said, ’'m so tired, can't it wait?’, The next morning while they wer 3
breakfast, Steve said, ‘Did | tell you what happened RM
walked out of the kitchen.

wrw was Sally upse!?
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Exercise2: Writing an e-mail.

You are a teacher of Communication and have received this e-mail from
Dear Sir,
| 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.

Repl’fto the student and answer her questions. Use a diagram in your answer, if necessary.

one of your students:

“fréméuz/_(:c 7;{;( Lms,/
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