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INTRODUCTION

1.1  DEFINITION OF COMMUNICATION

The word communication has many ramifications, is the process of interacting with people and the environment. With such encounters, two or more individuals influence each other with an idea, beliefs attitude and it takes place in words, signs, symbols and expressions. Effective communication is the action of delivering information to create an understanding between individuals. The process requires at least one sender, one receiver and the content: The sender encodes the message through a channel (medium) using symbols, sign, digital or spoken words that the receiver will decode once the message has been delivered and received. (A. Maund et al. 2015 pg 68-83)

METHOD OF COMMUNICATION 
1.2   VERBAL: 
The success of the verbal communication depends not only on the speaking ability of the individual but also on the listening skills. The verbal interaction is the most common form of communication between individuals and is applicable in a formal or informal approach, depending on the context we are facing. For instance, in a business meeting, we would use a refined vocabulary while we would use more a friendly meaning in a relaxed situation. Verbal communication has multiple interpretations, often misunderstood occur for various reason, the way how we communicate words in an emotional contest is called para verbal communication winch gives meaning at the spoken words. 

1.3 NON- VERBAL:
Non- verbal communication is a convey of emotion, feelings and messages through action and expression, rather than words. Interpersonal communication is much more meaning than explicit words, it included implicit messages whether intentional or not, are expressed through non- verbal behaviour. This communication includes facial expression, the tone and pitch of the voice, gesture through the body language (KINESICS) and the physical distance between individuals (PROXEMICS). The non- verbal signals give the real meaning and convey information about the emotional state of the spoken words. The tone of a voice of the ability to change the meaning of the words by changing your pitch, tempo, intonation e volume. Is a fundamental element in communication. The listener will interpret the message. Albert Mehrabian’s work on verbal and non- verbal communication between the 1960' and 1970', according with his studies and research, the tone of voice we use is responsible of the thirty-five/ fourth per cent of the message we are sending. Tone involves the volume, the level and the type of emotion is conveyed. 

1.4 WRITTEN and DIGITAL:
[bookmark: _Hlk39495720][bookmark: _Hlk39428262]Written communication refers to the process of conveying a message through written symbols and letters. Any message can be exchanged between two or more person through a digital device like a computer or cell-phone (channels) and make use of digital words, symbols also audio message. Is a formal method of communication and it is less flexible: a written document in good condition becomes a permanent record for future reference, it can also be used as proof of evidences. (Maund et al. 2015 p 46- 62)   

1.5 THE IMPORTANCE OF THE COMMUNICATION IN THE WORKPLACE: 
Effective communication in the workplace enhances relationship within the company and target, increase employee engagement, productivities and growth. Good communication is an essential tool to achieve productivity and maintaining a strong relationship between co-workers and management in an organization, an employee with a strong communication skills result to be always an asset in every sector of an organization. Is essential for managers and leaders to communicate effectively to be able to explain a plan of action capable to achieve goals, give a critical/professional feedback on employee performs.  (Biocca F, 2006 pg59-68)

This is a report on the aspect of the communication in an organization or workplace. 


2.MAIN BODY Section 1
2.1 How communication can be effective in a business organization:

Effective communication covers a lot of responsibilities within the organization, communicate in a business facilitates business activity/ deal to happen in and outside of the organization. Is significant to maintain the workflow and coordination and avoid misunderstood and conflict to bring to the company growth, goals, skilled team and thereby attaining the highest yields. Business communication can be improved by solving a problem together. This challenge is adopted by many organizations, by including viewing each encounter as an opportunity to express more appreciation and turn a complaint into a request or solutions and is considerate the most important sign of the effectiveness of the concerned business. Express feelings is the most natural part of the human experience that motivate or lower down the morale of the employee and therefore affect his future in the business. Failure to communicate erode and destroy trust, in a hight trust organization information are shared openly and mistakes are taken as a chance to learn. Strong communication in a teamwork create mindset, those are the keys for the success of any business, focusing on the result and team driving will also create personal relationships. The effectiveness of an organization also depends on the success of its meeting where goals to be achieved, target to be met and activities to carry out are discussed between co-workers and leaders. Thus in charge of the meeting must be effective speaker or communicator capable of ensuring that everyone got was has been discussed correctly. Constructive feedback is one of the best thing leaders can provide to the employee, when delivered properly it can reinforce positive behaviour, correct negative performances and ensure that a culture remains in the team. (Adair, J., 2013 )

2.2 Communication between management and employee
Odine, (2015), was a useful source of information; managers in an organization deal in a daily manner with a big range of issues and face the constant pressure of making a decision and take the business to hit the target. Management functions include, planning, organise and overseeing inside and outside the company. All this message requires a communication or work will not be done. Leaderships practice has a straightforward impact on the way employees experiences the quality of workplace communication. The team leader has the responsibility to communicate but is the style and preference he adopt that provides the quality of the message, this to do not including non- verbal signal. Everything from how they stand to their facial expression indicates an openness and willingness to communicates. A most essential benefit of good communication is the ability to solve an issue before getting into a major problem, this will create a strong team organization and mindset, at the same time builds strong relations between team and management. Between leaders and employee in an organization, usually take place formal type of communication, the winch is typically conveyed from the top leadership to the various department that funnel down to the lower level employee, is necessary for the productivity and maintain a hierarchical structure. Informal communication is more emotional, the primary goal of this content is to preserve and establish relationship with colleagues, superiors and so on. Non-verbal communication plays a big role; since is not defined by any channels, exchange of messaging moves a lot faster. Active listening is the act of mindfully hearing and attempting to comprehend the meaning of the spoken words by another person or speech. In an organization listening is an important business skill, it can involve making a sound that indicate attentiveness, as well as listener giving feedback in the form of paraphrased rendition of what has been said, is received and understood. Active listening involves listening with all sense; as well as giving full attention to the speaker, is important that the receiver is also “seen to be listened” or the speaker might conclude that the content does not interest to the listener. Interest can be conveyed to the speaker through verbal and non- verbal sign like eye contact or nodding the head. Active listening skills can be used by the SOLER method; (Adair, J., 2013 pg80-85)
 Sit squarely, Open posture, Lean towards, Eye contact, Relax

Proxemics involves the way in winch people in various cultures utilize both time and space as well as the body position for the purpose of communication. Is the study of the impact of the location has on the communication, how we use the space and distance we take from other individuals to feel more or less comfortable. It heavily influences people perception of what the correct distance should be in a certain situation. There are four kinds of distance that people usually use when communicating; this can vary by place, relation and culture might have a different standard; public space, social space, personal space, intimate space.
Kinesics is the scientific term for the study of the body language. While words transmit fact and information, kinesics communication involve transfer of non- verbal messages as feeling or emotion through gesture, posture, facial expression and eye contact. Carries significant risks of being misinterpreted in an intercultural interaction; the movement might have another meaning in a different culture, for instance, there are countries where eye contact with a woman is forbidden or sign of disrespect to they’re beliefs. It is today a global awareness of the meaning of the different kinesics movement is important to avoid sending the wrong message
Personal awareness or self- awareness is the key component of the emotional intelligence is an incredibly valuable skill at the workplace, especially in organization enable management and team to become more comfortable each other, the method. (Maund, A. et al. 2015 pg 68- 81)   

3.MODELS OF COMMUNICATION Section 2 
3.1 Shannon Weaver was created for testify the functioning of the radio and the telephone in 1949. Is referred as “mother of all model” and it was the initial model of the communication studies, it was specially designed to develop the effective communication between the sender and the receiver, they also find the factors winch affect the communication process, called noise. Physical disturbance like thunder, crowd or encoded signal may distract the channel during the transmission process winch will affects on the communication flow between the encoder and the decoder. At first, the model was created to improve mainly technical messages, today is applied in the field of Communication. The models deal with various concept like the information source, encoding, channel, decoding, receiver. (Craig, R.T. 1999 pg119- 122)


Info source -----   encoder ------   channel  ------ decoder -------- receiver



                                                                              
                                                                         
                                                                               NOISE  

3.2 The Schramm communication model offers a classic approach to the explanation of the communication.  Besides, the model is circular, the cycle is based on theory and belief that communication is a two- way street. This means at least one sender and one recipient. The sender and the receiver sometimes can be the same person and this is called intrapersonal communication. A message encrypted and passed on to the same person or a different person, is up to the recipient decrypt the message, interpret it and encoding again before sending the message to a new destination. There is not the fourth element as we find in Berlo’s model. According to the Schramm model, coding and decoding are the two essential process of effective communication. .(Craig, R.T. 1999 pg129- 133)
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INTERPRETER 
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3.3 The Berlo’s communication model of communication has developed from the previous Shannon Weaver’s mathematical model. It was primarily designed to improve technical communication, but it was applied to many more fields of communication. David Berlo describe factor that affecting the individual component in the communication, could be more efficient. This model mainly focuses on encoding and decoding winch happen before the sender send the message and the receiver, receive the message respectively and it takes into account the emotional aspect of the message. According to the Shannon Weaver model, Berlo’s applying and analyse four component:
Source, or sender is the who transfer the information to the receiver. As per Berlo’s studies, the communication skills, attitude, social system, knowledge and culture affect on the message. Messages or encoding comprise the content, the element, the treatment, the structure and the code. The channel is referred to the medium, how the information flows between sender and receiver and this calls our five sense: the channel could be in listening, watching, touching or seeing. When the message reaches the receiver, he tries to understand what the encoder is trying to convey and respond accordingly.


SOURCE      	          MESSAGE 	                         CHANNEL	              RECEIVER

                ENCODING                                                               DECODING
COMMUNICATION SKILLS          CONTENT 	HEARING                COMMUNICATION SKILLS
ATTITUDE	ELEMENT 	SEEING	ATTITUDE
KNOWLEDGE	STRUCTURE	SMELLING	KNOWLEDGE
SOCIAL SYSTEM	TREATMENT	TOUCHING	SOCIAL SYSTEM
CULTURE 	CODE	TASTING CULTURE 




.CASE STUDY Section 3

4.1 In my case study I would like to talk about a previous but not recent experience. 
Face to face communication has a significant advantages that many people think that is a no- replaceable, regardless of how far the technology has evolved. 
As a real estate agent, communication is the key to achieve a successful career. 
In my daily duty, I was mainly organizing the proprieties sold and available through a database that enables me to post and refresh our website, where tenant and investors could access and see what is available on the market. 
Dealing with new owners, was always a process that begun with phone calls, email and face to face meeting to close the deal. 
At the meeting day, both parts are going to find out if the negotiation at the phone has been clear and understood, where both owner and agent agree to the deal. 
Sometimes can happen that the message has been disturbed or interrupted so is vital that this process has to end with a feedback from the receiver or the consequence could heavily affect the deal, like the misunderstood of the cost of the proprieties and the customer trust, the date of the contract (where time is money) and its length. 
To avoid any affection on the deal, the agent has to make sure the channel and the medium used to encode the message (the offer in this case)are not disturbed from noise and ask the feedback from the receiver. 
 
I believe Shannon Waver would be the perfect diagram to express my personal work experience: 

NOISE
RECEIVER
AGENT
Receiver/ decoder
CHANNEL
Phone/ computer
WEBSITE
Info source
TRANSMITTER
Owner or tenant












4.1  Conclusion

In summary, communication skills help in all the aspect of life, from the career path to the social gathering and all in between, some of them can be acquired through professional experience. Is important being aware of all the aspect of communication, from the sender encoding the message clearly and capable for the target, to the receiver of being an active listener to enable the interpretation of the message through the body language, facial expressions and signs.
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6. APPENDIX, IN CLASS EXERCISE:    



(bad communication article news.bbc.co.uk/1/hi/health/575216.stm)
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MARIA and PEDRO 


Pedro works on a building site and Maria is his wife. 


One day Maria phoned Pedro. 


'Hello, Pedro, when you're coming home, see if you can get me a chicken.' 
'Okay,' replied Pedro. 


When he got home, Pedro took off his boots and coat and went into the kitchen. 
'Maria, where are you?' He said . 


'Here - in the sitting room,' she said. 


When Pedro went into th · • . . • 
e sitting room, Mana said, 'Where is the chicken?' 


'What Chicken?' Asked Pedro. 


The one I asked you to get on your way home.' 


Oh, no! I thought you said when I come home I will see you in the kitchen! 


I Q: Why do you think Pedro misund,rstood Maria? ., 
1 Q: Whose Model of Communication explains this confusion and why? 


Q: How could this have been prevented? 


4 Q: Whose Model of Communication explains how it could have been avoided? 
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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. 


• 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? ,Ss 1J)OO V\S.J -votn-4£~~ 


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


• 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. 


• Who is your friend? 


• 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. 


• 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. 


• When can you give them the item? 


• 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 everythmg 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. 


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 ~opies ~us~ be complete pages. 
Coovrioht (i'\ u:irmillan Publishers L1m1ted 2004. 
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