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1. Introduction 
For any organization to become successful the main factor is the bond between people and understanding the ideas among them. This is known as effective communication. Effective communication is an essential part of life. All humans have to express their feelings, pass on an information and share ideas (Morgan 2017). Everything we do involves communication but to communicate successfully we have to know what tool to use and how to pass on the message.
Teamwork can simply be defined as the method a group of people adopt to work together to ensure the objectives of the group achieved. Simply put each member of the group is prepared to put their individual interests aside and channel their energies towards the common good of the group.
The way we communicate is most likely to dictate the response we get from others. In an organisation no matter how big or small the teams are communication is key. It is an effective tool for successful teamwork. 
I work as a customer service checkout supervisor at ASDA. Asda is a supermarket that deals in a lot of items right from clothing, groceries to electrical goods. This means we have a very wide customer base. Due to this communication is very important for both between me and my teams and also customers. Effective communication at my workplace ensures that all colleagues are fully aware of their roles and responsibilities. It also ensures that we provide great customer service which is the main aim of the organisation.
In this write-up communication at my workplace will be analysed using different models. The aim of this report is to acknowledge importance of communication.
2.Types of Communication
Types of communication can be defined as ‘the various methods of sending information between people and places, especially phones, computers, radio.’ (Cambridge Dictionary). Communication can be defined by the way messages are conveyed from one person to another. Communication is a main factor to interact with others in every stage of our life.
Communication can take many forms: writing, speaking, signage and signalling. Tool we use to communicate is called channel, for example: phone, email, radio, letter. The challenge in communication is to understand the message correctly with idea and emotions otherwise there might be issues among team members (Morgan 2017). Channels of the communication:
-written communication (email, text massage)
-oral communication by the phone includes: how fast we speak, volume of speech emotions and feelings 
-face to face communications it is more likely understand correctly as we can see body language, gesture, posture and we can demand of feedback. 
(Morgan 2017)
 	The two main types of communication are verbal and non-verbal. Verbal being the oral form and non- verbal being physical such as body language. To communicate well it is necessary to have other skills like active listening and understanding. By communication we are able to exchange thoughts and ideas. Presentation is the part of communication which is very powerful and help us to pass the message more effectively (Maund et al 2017)
2.1 Verbal Communication
The most common way to communicate is verbal communication, which means exchanging statements. The main factors of this type of communication is listening, understanding, assertiveness and ability to interpret the message. Language is very important in verbal communication otherwise others will not be able to understand the meaning. Maund et al (2017)
The verbal form involves all communication where an individual is doing the speaking and the other is listening. Effective communication is a two-way street so it is very vital that people can be very good listeners as much as speakers. During the conversation we must:
· choose correct language, tone of the conversation, 
· control stress level especially when we have something important to say,
· listen and do not interrupt,
· avoid our emotions, the moment person is angry we have to control our gesture, expressing our frustration is very hard to handle,
· make sure conversation ends positive.  
 

2.2 Non -Verbal Communication
Non-verbal communication is equally important and it can take the form of body language, smiling and gesture. It is the ability to understand the meaning behind the words. Non-verbal communication helps to see or understand intention of speaker therefore body language of the receiver will be reflected as a feedback or response.  Since this is how we communicate without necessarily speaking, body language can sometimes create confusion as there is a tendency for one party to misinterpret. At the same time, it can be used to convey emotions and feelings. According to Lavan (2002) ‘55% of interpersonal messages are conveyed non-verbally.’ None-verbal communication is our voice tone, behaviour and emotions. 
Nonverbal communications codes are:
-body movement, posture  (the way we stand and our gesture, for example ‘pointing finger’, head movements, crossed arms)
-facial/eye behaviour (our face expression and attitude, eye contact with the receiver)
-personal space (distance we keep,)
-touch (the way we approach, very powerful form of communication, it might have negative consequences, ways we welcome another person ‘kiss on the cheeks’)
-environment (sounds, colours, place, light surrounding us)
-physical appearance (the way we represent ourselves)
Maund et al(2017)

3.Theories of communication
3.1 Shannon-Weaver Model of Communication
[image: ]This model is one of the common one used at the technical level. It is known as the mother of all communication models. In 1948 Shannon and Weaver wrote the article about effective ways of communication between sender and receiver including factors like information source, noise, channel, encoder and decoder. The aim of this model was to explain the process of communication and how it could be distracted or changed before it is received (AL-Fedahi 2012).
At the workplace there are several instances of communications issues that can be highlighted and rectified by the Shannon-Weaver model. For instance, when I experience an issue at work, I call one of the department managers. If the phone signal is poor or there is a lot of noise in the background, there is a great tendency of us misunderstanding each other and this can lead to a negative consequence of not knowing what to do next or ultimately the issue not being resolved.  The Shannon-weaver model helps identify weak points of technical communication like phone calls. Below is an analysis of this particular situation.
Sender- ME
Encoder/Transmitter- PHONE
Channel- TELEPHONE LINES 
Noise- POOR SIGNAL
Decoder- MANAGER PHONE
Receiver- MANAGER
Feedback is the last stage in the communication process. After hearing the feedback, I know if my manager heard my message or if I need to repeat it. At work I have to use many different sources of communication mainly phone and computer. To gain the required information and feedback my message must be very clear.
In the Shannon and Waver model of communication, feedback does not occur in every situation. For example, when we watch television, we do not respond to news we hear. Phone calls are very important way to communicate in any workplace.
3.2 Berlo’s Model of Communication
 [image: Image result for berlo's model of communication example"]
David Berlo elaborated further on the Shannon and Weaver model of communication. According to Berlo, in order for communication to be effective, the sender and receiver must have something in common, for example they should have the same listening skills. 
Berlo's SMCR Model of Communication presents the communication process in its simplest form. The model is made up of four constituents that are each influenced by different factors. The four constituents which are included in the name are source, message, channel and receiver. 
Berlo's model of communication can be broken down into six stages. These are the source of communication, the encoding of the message, the message, the delivery method of the message, the decoding of the message, and the message receiver. Berlo’s model does not consider any ‘noise’ which can change interpretation of the message. Berlo’s model of communication uses the senses as the medium or channel for example smelling, tasting, feeling, hearing and seeing. The more channels we are able to use in communication the more effective the message will be interpreted. (Lee n.d.)
 Maslow according to Stead (2017) reiterates that once lower-level needs have been satisfied, they become less effective as a motivator so top level needs then take over take over. In that regard Berlo’s model focuses on the ultimate goal of the message. Berlo’s model of communication is a very verbal form meaning the theory is expressed in words. Berlo according to Stead (2017) suggests that communication is a process by which the source intentionally changes the behaviour of the receiver. To that effect, in the work place this model of communication will be reflected in instances such as senior management reporting on the financial performance of the company for the year. Once employees read or hear about the company’s financial performance they are more inclined to change their behaviours for the better or carry on as normal.

3.3 Schramm’s Model of Communication
[image: ]
Wilbur Schramm communication theorist created new model of communication and published as ‘The Process and Effects of Mass communication’. Schramm’s model is slightly different from the other models of communication. It contains the same major constituents and factors of communication however it adds the idea of common ground of experience between the sender and the receiver of the message (Lee n.d.). Schramm(1954) noted communication can only occur when the encoded message ends up in an area somewhere in the common ground of experience. He noted that communication is a never ending activity or process. This means a sender encodes and sends message which will let the receiver decode and subsequently create a response. This facilitates mass communication. In the workplace Schramm’s model of communication can be used during employee opinion surveys or discussions involving employee performance review between employee and manager.
This means Schramm’s model works well and it is very suitable for wide audiences.



4.Conclusion
Communication is a very important aspect of every day life be it at the workplace, school or home. It is therefore vital that we get it right regardless of the form, mode or medium we use. Simply put, good communication fields positive results and poor communication results in negative consequences. Technology today has made communication faster and easier in most cases but errors and issues in communication have not been completely eradicated. This could be due to the fact that there is always a human element involved. No matter how hard we try to choose correct channel and language to send a message, if the receiver does not get the message then there is no communication or we can say the communication has been unsuccessful. Breakdown in communication can cause great problems in every part of life. At school, it can cause problems because the students might struggle to understand lessons and lead to poor performance in exams and general academic life. At home poor communication can cause marriage problems and result in unhappy family life. At the workplace it can create confusion between management and employees and in some cases customers will suffer the effect of it. This can lead to losses and bad reputation for the company. The great philosopher Aristotle 300 years before Christ wrote about oral communication and made the following statement ‘of the three elements in speech-making that is speaker, subject, and person addressed, it is the last one, the hearer, that determines the speech's end and object.’ (Lee n.d.)
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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).

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

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

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

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





image6.jpeg
3 * Trinity Saint David Effective Team Working and Communication — Term 1
% LONDON BMSW4002
In-class exercise 1

4 The cholengei  Pam
Q mancyer

- c&?fkrrmf
- aﬁ«fﬁ’m/u‘ Coulsere

— ol Lr"e rent  bockgrcumd

~ L&H\WW lemgucge  siils

lack _of  Zamindng Aoremnplocss
~ lemme ti'me ~ ;f;mfj ment_slalids for Pon

s Hocing of word Qs
In_ sesioummmt ' /39

Qg rohye

P

£ P”’qiﬁ /5

2 ¥
wsihg o tyme  of Gommen potin
ctun ng e porke '

— wrbol

( screoming , Qluwng  oralem )
nen—vprbold [ l(ediing’  [S3re poter omonzsg
_Jhe  (Mchen  for Mi beam )
L thunks hes  modlue  Of O MEChZr
Pero s modale . He 15 Shosirg b feavr Gud
conems Qo thon 6)1,/7‘@4/:”74 /‘{/m“(/— by Showdn
which 5 0O Sr‘nmu mesage Tk sen »t’&'r/ a«wmmwd;
E MILW }14 S (/O/' 5‘7’/’) / u-»{f:?/)

7@ ¢1ﬁ¢4frf(‘ﬂ4 %‘1
Ol v i) Qi 1] mmﬁu Litle  ‘noter (100 = verbpd) .

)

Dom- has  Jo
N ol ol colmn
wonkploge . /s

"

) Team

wt)f»é on
it Em oHlonc
would Aly/d 12

/9%7’7»)4» vacly
for his  cemploses v if

B o monsger )w
of masma/ he s ./mzf ng iy Q //err/czzzf matfor

if he fnose  not erenm nee Y ipptasioncl bty Puer h/LzB)Z
he  shols  he  Chaul/o L5 Dictrrre  mefhod Lt
ﬁg/o’?t’ f(ﬁ(é’/ﬂﬁ, s :/o/z«c

bime ~mongaimea? S, 15
oY Ve =) Prp/Dr=

reloty cpilit e %
loct Dm//my

the probiom

M »é/ 9 ’74/ Cyoe

%
fruujuf?
&9/[0/ Lwnr/wae

Lecturer’s comments:

Lecturer’s signature:

Date:





image7.jpeg
"% Trinity Saint David Effective Team Working and Communication — Term 1
&‘g} 32 ToNDON BMSW4002

In-class exercise 2

Student Name: _ SATAPIYNG XYV CPRK,  Student ID/Group: (9O¥/ED

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).

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.

1. . Why weren’t Mary’s calming words havmg any effect on her daughter?
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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.
1. Why was Sally upset?
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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,
I 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 student and answer her questions. Use a diagram in your answer, if necessary. ¢ obse 4
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