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[bookmark: _Toc26269637]Introduction 
The concept and ability of communication, especially at workplace is considered one of the most important skills for most individuals presently. Communication is the ability to connect and understand the attitude and environment of the workplace. This helps the individuals to enhance their performance and grow in their careers. Communication is an important quality that the individuals, as employees need to develop because it will help them evaluate their work with the help of the feedback generated. This study will deal with the types and theories of communication. It will also discuss the strategies for effective communication and the significance of culture on communication. The discussion has been made in relation with the consumer service executive belonging from Costa Coffee, as a role of communication within the workplace.  
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Types of communication 
Communication is a vast subject. There can be various types with the help of which an individual communicates with others.
Verbal communication
This is the basic traditional type of communication that is mostly used at workplaces. This is the process of talking, or using verbal languages, in order to express feelings or opinions (Finne and Grönroos, 2017). This is probably the most effective and instant way of communicating with someone. The art of verbal communication makes the employees confident and efficient.
Non-verbal communication
This type of communication does not allow the individuals to speak or use verbal language. It uses body language and facial expressions while communicating with someone. This skill is again important for the individuals at workplace as effective utilisation of non-verbal communication helps them are noticed. 
Written communication
As the name suggests, this type of communication takes place between the individuals with the help of letters and online chatting means. Books, pamphlets and blogs are also important ways of written communication. This also develops the writing skills of an individual.
Visual communication
This kind of communication is widely used at workplaces. It includes visual presentations, pictures, graphs and statistics in order to convey a message or opinion. This is an effective way of reaching out to a large audience at the workplace, without making a boring speech (Chen et al., 2016).
How communication can be made effective in business organisation
Communication is extremely important in workplace for most individuals. It is an ability to develop professional relationships and thereby elevate in the eyes of the employers and the clients. It helps in effective team building and creates room for innovative ideas. Healthy communication among the employees help them know their strengths and weaknesses as they evaluate and compare their performances with their co-workers. This helps them to grow and develop their career. The level of management and leadership mechanisms are enhanced in this regard (Fogel, 2017). Effective communication allows the employees to speak up about their personal opinions and have their own voices within their workspace.
In order to develop effective communication at workplace, an individual needs to work on boosting confidence levels. This will help them speak up and express their opinions and grievances. They need to ensure that the message they are conveying to the audience is clear and easy to comprehend. The entire workforce and employers as well can be included in the process of communication. This will help them reach out to a larger audience. The medium of the communication needs to be selected wisely. They also need to cooperate with the co-workers in order to achieve their attention towards the message (Lemmon et al., 2016).
Theories (Shannon and Weaver, Schramm and Berlo)
There are various theories regarding the concept of communication. The following list discusses two of these.
Shannon and Weaver model of communication
This theory goes to explain the process of communication between different audiences. Sender is sending the message thorough a selected channel and the Encoder uses a machine to transform the message into binary data and then conveys the same. Channel is the medium used to send the message, while Decoder is the machine used to decode the sent message into simple language. Receiver is the one receiving the message and finally Noise the kind of physical disturbance that might create barriers for the message to reach the receiver (Kubota, 2019).
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Figure 1: Shannon and Weaver model of communication
(Source: Kubota, 2019)
The process of communication is quite complex. It is sent to the receiver by the sender after encoding the message. This can happen with the help of a channel of telephone or telegraph machine. In absence of the Decoder, the receptor machine might decode the data for the receiver to understand. There are noises in the process like environmental conditions and other societal issues that might prevent a message from being delivered. This theory is very useful to understand the entire communication process in a simplified manner. The employees can make use of this theory to communicate effectively with their employers and fellow employees (McQuail and Windahl, 2015).
Schramm and Berlo model of communication
This theory was developed in 1960 after being inspired by the model of communication of Shannon and Weaver. It involves the passage of communication or message between four main components, sender, message, channel and receiver respectively. Sender is the one who composes the message and tries to convey the same to the receiver. The message being sent is the actual communication that takes place. It might be in the form of non-verbal, written or visual communication (Petersons and Khalimzoda, 2016). The medium that is used to convey the message is the channel. Finally, the one who receives the message is the receiver. The receiver needs to understand the message conveyed in order to make the communication process successful.
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Figure 2: Schramm and Berlo model of communication
(Source: Petersons and Khalimzoda, 2016)
The process of communication according to this theory involves processes of encoding, interpret and decoding. The sender encodes the message while conveying it through the channel. The receiver decodes the same into simple language to interpret its meaning. The concept of semantic noise is often applied in this context (Koptseva et al., 2015). This mainly happens when the message interpreted by the sender and receiver differ from each other. This creates a barrier in the way of effective communication as the message is not conveyed properly. 
Importance of effective communication 
As I am currently working as a consumer executive of Costa Coffee, I have a brief understanding regarding the entire importance of effective communication at current business sectors. I have observed that every recent day organisations including Costa Coffee provide subsequent importance towards making regular communication bridge among consumers so that they can address consumer perception (Rogala and Bialowas, 2016). I as a consumer service executive need to handle customers from different demographic contexts as a part of my job role. The basic expectations and needs of consumers have to be addressed by every single organisation for having perceptual growth opportunity and Costa Coffee is not different from that. 
In addition to that, since I am the consumer executive of Costa Coffee, I needed to reflect my overall findings regarding consumer attitude to other departments of the same organisations. My overall perceptions about the need and expectations of consumers will further be used by the marketing department and even by the production department for engaging consumers (Berman and Chutka, 2016). In addition to that, effective communication skills are also quite important from the perspective of retaining consumer base. As an instance, I have observed that if I made good and effective communication with a consumer, the consumer will surely more opted towards visiting the store again. Hence, it can be described that effective communication is very important in terms of having a loyal consumer base that increases brand loyalty. Deeper level of relationship building is also possible through the help of effective and efficient communication model at greater extension (Alofisan et al., 2016).  
Culture in communication 
Culture makes greater competencies at the entire procedural stage of effective and efficient communication process as I know that level of misinterpretation and misconception might decrease communication viability. In addition to that, I think that organisational culture inside of recent day organisations like Burger King has the possibility of both hindering and fostering communication method. As an instance, I have found out that the overall cultural substance inside of Burger King is mixed culture as different there are different people from different ethnic and cultural group (Bonvillain, 2019). Hence, the communication model inside of Burger King is quite extensive and it cannot be changed via applying generous methods and procedures at greater extension. 
Hence, it is needed for the entire management and leadership attribute of the organisation to make effective collaboration among different cultural perspectives so that they can further maintain effectiveness. In addition to that, it has been observed that cultural factors have made deliverables towards managing the effective commodities at greater extension. In addition to that, I have found out that the cultural insight at organisations like Burger King generally shapes up the entire process and procedure regarding making deliverable communication model at greater extension. Moreover, it has found out that cultural viability and positive attitude of different types and levels of employees at the stage of making valuable communication has the ability of shaped out by cultural viability (Rodríguez et al., 2018). However, it has been observed that sometimes it is quite difficult for different employees belonging from different cultural and substantial background to understand the primary statement of other individuals belonging from some other culture, which create gap.     
How does communication work between management and employees? 
As mentioned by Sadia et al. (2016), customer executives play a significant role in creating a significant role of communication with both employees and customers of the organisation. In the organisation like Costa Coffee, different issues are found in the work environment like harassment, bullying and employee teasing which can be mitigated if discussed properly with the management team. For instance, when the employees communicate their issues and problems with the management team, they gain new strategies and ways for dealing with the challenges.
Additionally, other related facts like handling customers, placing orders, teamwork and others can be analysed if strong relationship is developed between employees and managers of the company. For example, employees of Costa Coffee when faces new challenges in the work environment related to harassment and bullying they can launch a complaint to the management team. This can help managers to gain idea about the work environment and manage the issues effectively. Therefore, communication between managers and employees are found to work by holding regular meeting, seminars, face-to-face conversation and others. These communication processes are required for gaining knowledge about bullying, harassment and teasing related issues of organisation. In Costa Coffee, the customer executive manager is responsible for handing the issues faced by the employees by conducting communication Christmas, and one-to-one meeting (scarlettabbott.co.uk, 2019).     
Effective communication strategies (KEYS, SOLERB, 7C’s) 
For mitigating the generated issues of communication like language issues, teasing, culture and others, the following strategies may be used:
KEYS: The KEY Communication strategies that need to be used in the workplace of Costa Coffee are analysis of employee behaviour, development of KPIs and goals, and choosing of communication platform. These can enable in improving the information exchange process in the organisation (Kaul and Choudhri, 2017). For example, use of emails and digital signage can help in developing the communication platform. Moreover, customer executive manager of Costa Coffee can use metrics for analysing the communication standards of the staffs. 
SOLER: It is important to use communication strategy for making the employees of Costa Coffee aware about their roles and responsibility. Moreover, use of SOLER strategy can enable the staffs of the organisation to gather non-verbal communication skills such as sitting style, open posture, lean, and eye contact and relax. Employees gathering these communication strategies can improve the workplace relationships and develop a positive role towards the organisation (Wu et al., 2017). For instance, customer executive manager can enable the staffs to use open behaviour and friendly attitude to mitigate employee related issues in the organisation. 
Seven Cs of communication: This is the popular communication method that helps in identifying the checklists that needs to be used for boosting the productivity of the organisation. The 7Cs of communication strategies conveys that communication requires being cleared, concise, correct, complete, coherent and courteous (Gordon and Smith, 2015). As the employees faced teasing and harassment issues in the organisation, use of these components of communication strategy can enable to mitigate the discrepancies between the employees. Furthermore, 7C strategies can help customer executive to guide the employees with better communication checklists, which will help to gain effective credibility at workplace. 

[bookmark: _Toc26269639]Conclusion 
In this study, explanations of communication strategies are provided that are important to develop a healthy environment at the workplace of Costa Coffee. It has been found that managers and employees of the organisation communicate with each other for gaining idea about the roles and responsibilities. Furthermore, it can be said that employees by interacting with their managers can convey their workplace issues like bullying and teasing. Moreover, it can be concluded that different communication related models and procedures are needed to be considered in recent context in order to increase the overall efficiency at communication. In addition to that, it can also conclude that culture has made greater contribution towards shaping different variables at communication process and procedure. 
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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/temperaturé,' and cleaning and
sanitizing). But with high turnqver 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 a‘n,d noticea several trays of uncooked meat
on the work tops. They-appeared to have been sitting at room téemperature 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 yourscreaming 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?
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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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MARIA and PEDRO Page 1

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 the sitting room, Maria said, ‘Where is the chicken?’

‘What Chicken?’” Asked Pedro. /Q

The one | asked you to get on your way home.” 0‘3’

Oh, no! I thought you said when | come home | will see you in the kitchen! d)
i qQ (VS
lg;of:om Chw
Q1: Why do you think Pedro misunderstood Maria?

Q2: Which Model of Communication explains this confusion and why? A, B or C? (see Page 2) :é ﬁ

. -
Q3: How could this have been prevented? ﬁyz;rmﬂo"fmﬁ 'Vﬂhe U 6o ™ O

Q4: Which Model of Communication explains how it could have been avoided? A, B or C?

Q5: Is there anything missing in Models A and C? %\BQC#QOC

Q6: Can you name each of Models?
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