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[bookmark: _Toc49546094]Introduction 
Team performance in organizations depends verily on several core catalysts like size of team, leadership ability, members’ learning capacity and structure of the group (Dyer, 2013). But having effective communication skill is a key determinant of team performance because poor communication skill even causes smartest team to underperform due to having lack of knowledge about producing clear message or handling communication barriers. This report will describe the communication mechanisms where different skills and models will be shown considering the context of ‘United Biscuits Plc’, a British food manufacturer. Poor communication examples and necessary suggestion related to handle this problem will also be discussed. I also append some of the classwork for effective communication to make things right and correct way so that the purpose of the unit is served.

[bookmark: _Toc49546095]1. Communication models
Communication model is the framework that describes the way of message delivery between/among the related parties (Guffey, 2012). One of the most important benefits delivered by such model says that user of any model can easily judge the appropriateness of any model to be used in any certain context. There are three crucial communication models. Those models and their implications are now described in the context of ‘United Biscuits’:
Linear model: a very simple and easy communication concept is provided by Shannon and Weaver where a sender creates relationship with receiver by transmitting message through certain communication channel (Raman, 2012). Here the receivers’ task is to receive and decode the message but he/she then don’t continue the process rather acts as the end point of communication process and so often such linear model is treated as the most known mode for one way communication. 
[image: C:\Users\yuy\Documents\Downloads\linear.png]
[bookmark: _Toc49492362]Figure 1: Linear Model
Source: (Raman, 2012)
Basically television broadcast or newspaper are very common example for such usage of linear model (Krizan, 2011). Usually business can make their relationship with customers through such model where advertisements placed in television or newspaper is received by the customers who work as end point and so they only receive the message but don’t ask any questions or provide any feedback to the same channel which has carried the message of advertisements. In ‘United Biscuits’, message is not only delivered to the customers through linear model but also this is used between supervisors/employers and employees. For example, supervisors often send formal direction to the employees through formal e-mail message where employees only receive, decode and implement the direction of supervisor and don’t make any two-way communication immediately. Also bulletin board of ‘United Biscuits’ contains printed directions or announcements where employees can read and know the news or related schedule of organizational ceremony where there is no necessity of making any two way communication for exchanging receivers’ idea.  A best possible linier communication theory could be describe as Shannon and Weaver Model. It is a mathematical theory of communication follows the following aspects:
[image: ]
[bookmark: _Toc49492363]Figure 2: Shannon-Weaver's Model of Communication.
This model could describe more about technological aspects of communication, the sender is the original source of information, the encoder is the transmitter which could convert the message into signal which could be sent from sender to receiver, to do that it could use the channel of communication (e.g post service, radio/ internet communication) and this channel could depreciated with some internal or external noise. After transmitting the information its need to be decoded to extract the original message and at the end receiver receives the message and a possible feedback could be provided to the sender.
The best possible example could be given when we use the WhatsApp messaging system. If a sender sends a message using WhatsApp messaging software it encode the original message by using encryption algorithm (so that other cannot read the message in between transmission or communication) then send it using mobile signal or internet after sending the message it decrypt the encrypted message and extract it to the original format and receiver receives that message as readable text or image. It also acknowledge the sender by (√) symbol to let them know regarding successful transmission of the message.
(Berlo, 1960), Berlo’s SMCR model has been oversighted from Shannon and Weaver Model of communication where it has followed the similar approach of the communication and treat as similar linear communication and does not have any feedback or interactive approach of communication. The components of this communication has been illustrated in the following ways-
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[bookmark: _Toc49492364]Figure 3: Berlo's Model of Communication known as SMCR model
The main components are consisting in Berlo’s communication model are-
Source- which consists of communication skills, attitudes, knowledge, social system, culture and information.
Message- the content of the information, elements, treatment, code etc.
Channel- with hearing, seeing, touching, smelling, tasting etc.
Receiver- similar to source (communication skills, attitudes, knowledge, social system, culture and information.)
Interactive model: Here the sender and receiver of a communication channel play reverse role as a part of exchanging their message (Stacks, 2014). Thus receiver receives and decodes the message sent by the sender and then he/she again send his/her message through the same communication channel and in this time the receivers becomes the sender of message and the initial sender of message then becomes the receiver of message now. 
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[bookmark: _Toc49492365]Figure 4: Interactive Model
Source: (Stacks, 2014)
Generally phone call is considered as a well known example of this model. ‘United Biscuits’ also uses such type of model when official phone call is made between the supervisor and employees. Here supervisor acts as initial sender and his encoded message is received by the employees. Employees decode the message/direction and can express opinion or ask other question. As a result of this, reverse role is played by them and supervisor now turns into receiver of message/feedback. Formal and internal message between supervisor and employees are sent through using such model in this company. As two way communication and instant feedback is possible through such model (Argenti, 2015), this firm prefers to use this. Even this firm confirms interactive model’s appropriateness in terms of making good relationship with customer because customers can complain through phone calls and customer care representative can assure them or solve their problem through instant feedback. Also this model is used in recruitment process in this firm where recruitment committee or other interviewers take the interview of candidates. Hence after receiving the questions of interviewers, the candidate delivers answer and he then stars to play the sender role. 
Transactional model: this is a very complex model where simultaneous message delivery and receipt continues (Adler, 2013). Thus a party of communication process can play the role of both the sender and receiver simultaneously in this model and this is the key difference between the interactive and transactional model because in interactive model, no party plays the simultaneous role. 
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[bookmark: _Toc49492366]Figure 5: Transactional model
Source: (Adler, 2013)
In ‘United Biscuits’ this complex model is used also. Employees’ informal discussion often follows this model. One of the best applications of this model is found in this firm for informal team meetings where team members express and share opinions simultaneously. This model’s most important application is found in brainstorming session continues in ‘United Biscuits’ where members of a group make informal discussion with each others to find out any creative idea, solution, innovative ways or methods to support their R&D activities. In that time, they informally continue conversations and so mutual exchange of message occurs which causes parties to play the role of sender and receiver simultaneously. 
[bookmark: _Toc49546096]2. Communication skills
Not only models, but also usage of proper skill is necessary to have a successful communications session. Communication skills are of various types. Among them, listening skill is one of the crucial skills which are necessary to create a better feedback because poor listening causes poor understanding of message and so following proper direction or having proper feedback is not possible. Straight talking is another skill which is equally important like listening skill because if communicator does not have this skill, he delivers vague and improper message. Non-verbal communication skill is the capacity to understand the vive or inner meaning of any message considering sender’s posture, facial expression and movement etc (Mandal, 2014). Emotional control skill is also considered as a required skill to make any communication session successful because managing emotions while continuing communication process causes standard exchange of message and formal communication requires this very highly as this skill makes one to become empathetic towards other (Dyer, 2013).  ‘United Biscuit’ emphasises on employees to be good at all of the four skills stated above, but most importantly they are directed to be efficient in non-verbal and emotion controlling skills. Those two are very common supportive skills in formal dealing, negotiations, conflict management and other critical cases and it is easy to win any mutual deal or manage conflict among parties if negotiator has better emotion controlling skill and he can read the inner message of non-verbal signs expressed by others (Robbins, 2013). Thus ‘United Biscuits’ emphasizes on those skill more although listening and good conversations making skills are not ignored. 
[bookmark: _Toc49546097]3. Example of poor communication and recommendations to improve this
Poor communication is the opposite of the successful communication where vague message, unsuccessful exchange of message or improper feedback is very common (Guffey, 2012). For organizational perspective, poor communication and its consequences are massively vulnerable. A case of my friend working in renowned firm ‘British American Tobacco Plc’ or BAT shared his experience of poor communication and its consequences. Actually poor communication is a session where sender or receivers remain indifferent about his/her opposite parties’ feelings or have inappropriate knowledge about handling context and environment. This was the case of my friend where he showed poor communication efficiency while working in a team where one of the team members indirectly criticized about my friend that he hardly was a good listener and even he was criticized for being unable to hiding his negative emotions while communicating with others. Along with this, my friend was a poor communicator in terms of face to face communications. He was introvert in nature and often felt shy to communicate properly. Poor communication also occurs due to lack of knowledge regarding communicating with certain parties in certain contexts (Lee, 2012) and my friend even failed to make a clear communication session with his supervisor because he has lack of knowledge about handling communication session with superior. He was confused about his formal words as he has lack of efficiency in continuing a formal conversation with superior. His type of inefficiency caused a communication gap with his supervisor and he feared about negative performance appraisal from his superior.  But actually that was not happened rather his superior realized his problems and sent him under the professional program of communication skill development arranged by BAT. 
Analyzing the poor communication skills experienced by my friend and in me, some recommendations can be provided to improve communication skills according to some well known theories like: 
Application of constructivism theory: this theory says that cognitively complex persons have better opportunity to act as efficient communicator. The reason is that such people’s constructive mental settings can assist them to produce customized information that can create better interpersonal relationship by managing the emotion of others (Knoblauch, 2013). Having such type of mental setting overnight is impossible but this can be appreciated by emotional quotient development process which does not require such type of constructive mental setting but helps one to build emotional resilience to tolerate the naive expression of others and also hide own negative feelings. So persons who have lack of communication efficiency can build emotional quotient and can have better interpersonal relationship through producing better communication skill. 
Application of communication accommodation theory (CAT): this theory suggests for adjusting communicator’s message or expression considering the status of the receivers or considering the context (Giles, 2016). This theory can be applied by both the upper and lower positioned people/employees because this suggests the ways of diverging message so that it seems a best fit to the choice of opposite parties in a communication process. As my friend failed to make a clear communication session with his supervisor because he had lack of knowledge about handling communication session with superior, this CAT theory can help him to redesign his speech according to his superior’s choice by not changing the original meaning of message. It seems application of this theory can even send the negative message to a person in a positive way and it is the easy technique to deliver message regardless of age, language or context barrier in a communication session. In some situation, it is also difficult to make effective communication due to the resource unavailability such as technical problem, person has fallen into unavoidable circumstance. 



[bookmark: _Toc49546098]Conclusion 
This report has been prepared with purpose of identifying communication models, poor communication experiences and possible suggestion to handle such communication barriers related to poor communication skills. So, three separate models and their implication in organizational context are discussed. Also very common skills to continue better communication among parties are discussed and learning of such skills will obviously help to improve one’s poor communication skill. But application of communication theories to reduce inefficiency in running communication process is also important. Thus constructivism theory and communication adjustment theory are suggested to be applied for the persons who want to improve their communication skill in terms of formal organizational contexts. 
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Tinlty Saint David Effective Team Working and Communication — Term 1
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-class exercise 1

Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned
t0 you at the next session. You will need to include a scanned copy of this exercise in the form of an
appendix together with you Task 1 (part of the Assignment for this module).

Student Name IMAYINKHOR JOHNBULL OSAWARU Student ID:1920459

Ex.1. Read the following passage and answer the questions.

The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He
never went into the village, bur shopped in the town near the University because he had nothing in common
with the village people, who were largely uneducated and did manual jobs. One night, the professor fell
asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
“The edifice is being consumed by a great conflagration!’ The
edifice is being consumed by a great conflagration!”

“The village people looked at him and continued doing what they were doing.
“Don't you understand?” He said. “The edifice is being consumed by a great conflagration!' They
ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat down on the
ground and wept. The next day, he went into the village crying. ‘Why, oh why didn't you help me? My home
has been destroyed by the fire. | came and begged you last night.’ He wept.

“But Professor, why didn't you say that your house was on fire? We would have helped.”

Q1: Why didn't the village people help the Professor?

The village people did not help the professor because they did not understand the meaning of the
word “CONFLAGRATION”

Q2: What should he have done to get them to help him? The professor could have shouted “fire in my
house” so that the villagers will understand what he is talking about

Q3: Whose model of communication do you think can explain this situation? Berol’s model of
communication

Qa: Why? This is because the professor had a wrong impression of the knowledge of the villagers by
not using a word that they will understand and this affect the content of the message and never
know the cultural background of the villagers
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In-class exercise 1

Ex.2. Read the following brief and write a business email according to the instructions.

You are Director of Communications at your company and you would like an employee, Jack Daniels, to join
your Communications Training team.

~Tell J0 why you are writing
- Say what you have observed and like about his communication skills

- Tell him why you think he would be an asset to the team

Dear ID,

Am pleased to inform you that after careful observation of your academic qualifications of your
communication skills, as the director of A&P am happy to inform you that you have been offer to join
in our company training communication team.

I have no doubt that you will be a great asset to the company communication team due to the level of
your experience gained from your previous work

Please contact me, if any query

Yours faithfully,
IMAYINKHOR JOHNBULL OSAWARU
DIRECTOR OF COMMUNICATIONS A&P
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