      
      EFFECTIVE TEAM WORKING AND COMMUNICATION 
                                             BMSW4002





       STUDENT NAME: ROXANA ZARNESCU(GROUP 13)

       STUDENT ID: 1906075









          LECTURER: LLOYD BEHARRY
















Table of contents:


1.INTRODUCTION


2.WHAT IS COMMUNICATION?


3.HOW DOES A COMMUNICATION CYCLE FUNCTION?


4. COMMUNICATION MODELS AND METHODS


[bookmark: _Hlk27420718]5.COMMUNICATION BETWEEN MANAGEMENT AND EMPLOYEES


7.ANNALYSING COMMUNICATION AT LAURA’S WORKPLACE
 

8.CONCLUSION


9.REFERENCES
























1.INTRODUCTION


The following report will provide an overview of effective communication skills and discuss how the workplace is affected by this. There are several types of communication such as: verbal, non-verbal, written, formal, in-formal and visual. Communication is critical in management as this is where the foundation for a plan is to be applied and eventually the key to demonstrating good leadership. Management must ensure that their message is delivered correctly and with consistency in order for the receiver to properly understand it.


2.WHAT IS COMMUNICATION?

" It is the process of passing information and understanding from one person to another. Therefore, all communication influences at least two people: the one who sends the message and the one who receives it "(Idalberto Chiavenato ,2006)

Comunication elements 
Receiver, sender, message, meaning, code, and channel are the communication components.
Issuer: The sender is identified as the recipient or source of the information or message being exchanged.
Receiver: receiver is known as the person or computer responsible for receiving the message that the issuer sends.
Message: the message is defined as the information to be exchanged between the sender and the recipient.
Context: it is the environment surrounding the emitter and the receiver, that is, the environment in which information is exchanged.
Code: these are the signs and rules that form the message when combined; the language spoken or written, sounds, symbols, signs, notes, etc.
Channel: the channel is defined as the means of transmitting a message. The information often includes the issuance or receipt of travel through a system.
Noise: noise is known as any signal that interferes with a sender-receiver message being transmitted regularly. (Lifepersona, 2006)




3.HOW DOES A COMMUNICATION CYCLE FUNCTION? 

                        This Photo by Unknown Author is licensed under CC BY-SA-NC













The communication cycle is the mechanism through which one person sends a message and it passes through a receiver chain. A contact cycle's timing and usefulness is based on how long it takes for the original sender to receive feedback.
Complicated messages may act as barriers in communication.

Barriers in Communication:
If there is a disruption in the communication cycle, it is usually attributed to the barriers that stop the free flow of ideas. Ultimately, this disruption can defeat the purpose of communication. 
Communication barriers include the following:
 -Physical
-Structural
-Attitudinal
-Personal
[image: See the source image]
Effective communication involves clear communication between communicators, but there are many barriers to communication along the way that can cause your message to be misunderstood and misinterpreted.
















4.COMMUNICATION MODELS AND METHODS
We have learned about three models of communication which help us to understand the mechanism of communication: 



 
SHANNON AND WEAVER 1948 (Businesstopia, 2018 [image: See the source image]
Shannon Weaver model of communication was developed in 1948 when Claude Shannon wrote an article “A Mathematical Theory of Communication” with Warren Weaver in Bell System Technical Journal Shannon and Weaver model is one of the important models in the field of the communication
Shannon and weaver model of communication deals with various concepts like Information source, transmitter, Noise, channel, message, receiver, channel, information destination, encode and decode so this model is more technological than other linear models.
This model of communication was used as an in-class exercise to explain a case study provided by our lecturer Lloyd Beharry 
Case study: MARIA AND PEDRO
 Maria told Pedro to buy a chicken on his way back home, but the noise on the background caused interruption and he misunderstood Maria. As there was no feedback they could not clarify the original message     REFFER TO APENDIX 1- MARIA AND PEDRO







WILBER SCHRAMM’S MODEL OF COMMUNICATION 1954(Dennis G, 2018)
                              [image: Schramm Model]

 The Schramm Communication Model is a cyclical communication model containing all basic principles of communication. It can be used to determine how communication between two people works when they’re exchanging information, ideas, or attitudes.
The cyclical communication model is based on the theory and belief that communication is a two-way street. This is called intra-personal communication. The former is called interpersonal communication. (Denis,2018)
Imagine a person not responding to him sharing his thoughts with his friend. NO. Schramm believed that communication between the first party and the second party is in fact a two-way process.






BERLO’S MODEL OF COMMUNICATION 1960
[image: See the source image]
In 1960, David Berlo extended the 1949 linear communication model of Shannon and Weaver and developed the communication model of the Sender-Message-Channel-Receiver (SMCR). The SMCR communication model divided the model into basic parts and it was expanded by other scholars.  
The communication method of Berlo is a simple application for person-to-person communication that includes the source of communication, encoder, message, channel, decoder, and receiver of communication. Furthermore, some factors that affect the contact process between two people were discussed by David Berlo. The variables are communication skills, level of knowledge, social system, cultural environment, and attitude. 
The Berlo’s Model contact process starts at the source. This is the dimension that determines the communication skills, mindset, perception, social system, and cultural culture of the people involved. The encoder step starts after the message is generated, which are elements in a symbol array. The encoder process is where motor skills arise while speaking or writing. The message goes through the medium that holds the message through listening, seeing, touching, feeling, or tasting.  Then there is the process of decoding. The receiver interprets the message with her or his sensory abilities in this process. Finally, the source of contact gets the entire message understood.



An in-class exercise required us to analyse the communication between “The professor and the village people”. In this exercise I use Berlo’s model of communication because is a big difference of education between the professor and the village people.

REFFER TO APENDIX 2: THE PROFESSOR AND THE VILLAGE PEOPLE 




5.METHODS OF COMMUNICATION

The different categories of communication include:
Spoken or Verbal Communication, which includes face-to-face, telephone, radio or television and other media. 
Non-Verbal contact, which includes the language of the body, movements, how we dress or behave, where we stand, and even our fragrance. We interact with others (maybe even unintentionally) in many subtle ways. The tone of voice, for example, may provide clues to mood or emotional state, whereas hand signals or gestures may add to a spoken message.
Written Communication: covering letters, emails, social media, books, newspapers, websites, and other media.
Before recently, a relatively small number of authors and publishers were very effective when the written word was shared. Today, we can all write and publish our ideas online, which has led to an explosion of information and communication possibilities. Visualizations: graphs and charts, maps, logos and other visualizations can all communicate messages. (https://www.skillsyouneed.com)








6.COMMUNICATION BETWEEN MANAGEMENT AND EMPLOYEES

“As an efficient and competitive leader or manager, effective and reliable communication acts as an important factor to develop. To achieve professional success managers must be effective and convincing communicators. It is crucial for managers and their teams to learn how to communicate properly, because this will not only help teams successfully complete their tasks, but also allow organisations to succeed and develop.” (Lee Froschheiser, 2014). According to many researchers, leader is one who has an ability to take charge, direct, encourage, or stimulate others. They have an attitude to convince others and to make them follow the goals or the participles defined by them. They are results oriented hence, well trained and expert in controlling difficult to difficult conditions and help to enhance the outputs of teams working with him. “Anyone could be a leader, as the person who takes the charge is a leader. He could be a prime minister of any nation or an executive working in an organization. These people have cluster of leadership qualities, but are not able to lead if they are not good communicators. Communication enables them to share what they have and what they expect from others. So, it is effective communication, which makes leaders to lead successfully. Good communication skills help to develop better understanding and beliefs among people inspire them to follow the principles and values which their leader wants to inculcate in them.” (Frese. et.al. 2003, Deborah J. Barrett, 2006)	
For employees, learning how to communicate effectively in their organisation with individuals at all levels is a skill they need to acquire to excel in their workplaces. Poor communication skills can put a stop in a career, or even end it. 
“Communication can be made effective in a business organization by being clear, complete, concise, concrete, considerate, correct and courteous.” (Chron, 2019) 
An in-class exercise provided by our Lecturer required us to write a business email offering a customer information about a product/service that they want which is not available at the moment.
REFER TO APPENDIX 3: THE BUSSINESS EMAIL


7.ANNALYSING COMMUNICATION AT LAURA DEAN’S WORKPLACE 


Laura Dean is working as an assistant manager for one of the biggest pharmacy chain in UK “Boots”. Her responsibility is to work alongside the store manager and to inspire the team to deliver business growth by providing exceptional care to their customers and patients. She has to be an example for her co-workers.
Laura is using many methods of communication to deal with customers complaints, questions ,orders and so on. She widely uses written communication such as emails, letters and notes.
One of the biggest advantages of written communication is the fact that it allows for permanent records, which is something other means of communication such as oral communication do not have. 
But there are also some disadvantages: Poor writing skills can hamper written communication's effectiveness. If the writer is unable to write efficiently then there is a high probability that the message being sent will be misunderstood by many people. For any company, this can be a very negative thing and can come with a lot of serious repercussions. 
This is what happened to Laura as well, because English is her second language and her writing is not perfect.
She replied to a customer complaint by email using few words that the customer didn’t understood and from there all her problems started.
The complaint was escalated to the general manager and Laura lost her job because her poor writing skills.

If a message contains just the written word (such as a text or email), the sender needs to be confident in its clarity, that it cannot be misinterpreted. Emails can often come off cold or clipped without that being the intention of the sender, for example, yet it's not considered professional to have emoticons in formal communication to help convey the proper meaning and context. (Richard, 2019)

As in-class exercise provided by our Lecturer required us to analyse and evaluate the Chief and Mark’s communication skills during a meeting and what could be improved

REFER TO APPENDIX 4: A DAY WITH THE CHIEF





8.CONCLUSION

Communication is playing a vital role in the personality of any individual. Without communication we cannot know the feeling of the other person and cannot express his feeling towards other person. From the group discussion and personal interview, Interviewer can judge the level of communication skill of particular candidates.

“Communication is the basic tool for an organization to be successfully and proficiently.
Effective communication helps ensure that information within the company is conveyed correctly and accurately. If the information relay is wrong the efficiency of the company may be impaired.”Mikitka (2009) also confirms this by stating that managers need good communication skills as their job requires them to increase efficiency, satisfy customers, implement strategies and disseminate information. Managers should also improve the communication skills of the employees (Bambacas & Patrickson 2008). The authors further state that employees will perform better if they are able to communicate with one another effectively. Therefore, communication skills are essential for an effective and efficient management
According to Tagreed(2012), A key factor that makes cultural differences a barrier to effective communication is language. English is not the commonly spoken language in some cultures.
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As you read their case, think about how you might help communicate with the employee to

Exercise2: COMMUNICATION: A CASE STUDY

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 | 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?

2P
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Time allocated: 1 hour. Please return your paper to the Jecturer 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 passage and answer the questions.

| (Kelly Quintanilla, one of your co-authors) have taught many successful workshops to business
professionals over the years, workshops in beautiful locations with enthusiastic participants. | also taught
one workshop that appeared to be doomed to fail before it even began. The topic of this 8-hour workshop
was conflict management. The group was a department whose members were currently engaged ina battle
with one another. Literally, half the department was not speaking to the other half. Some of the best
department members had put in for transfers. Productivity and customer service were suffering.

Knowing all this in advance, | had carefully selected a large room with comfortable chairs, round
tables, and good lighting. | had planned for several breaks with food and drinks in an attempt to foster
informal communication. The meeting environment was ideal. Unfortunately, an emergency water outage
caused the workshop to be moved to a room in one of the local museums. The meeting was scheduled to
begin at 8:00 a.m., but many people arrived late due to the last-minute change in location. Those who arrived
on time became increasingly agitated as they waited. Part of their agitation stemmed from the fact that there
was no coffee, no food, nothing. Despite several calls, the food order never made it to the new location. The
only place to geta drink or snack was a small, extremely overpriced gift shop that did not open until 10:00
a.m. To make matters worse, the room had about 40 mounted animal heads hanging from the walls. The
anirral heads, most of which were in a growling pose, were very dusty, causing anyone with allergies to begin
sneezing and sniffling. The final problem was the furniture. The chairs were the small, metal, folding kind.
The tables were also small, and there were not enough of them, so the participants were crammed together.
| could not imagine @ worse meeting environment for any group, let alone agroup already engaged in conflict.
| needed to do something quickly.

Q1: What went wrong?

Q2: What would you have if you had been in that position?

Q3: Could the situation somehow be used to your advantage? Why/ why not?
Q4: Could any model of communication help explain this situation?
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to you at the next session. You will need to include a scanned copy of this exercise in the form of an
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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.
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Ex.2. Read the following brief and write a business email according to the instructions.

Write an email to a business contact or colleague asking for information.

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 your position in the company?

« What information do you want right now? Ideas: the status of an order that you are waiting for; product
information to give to a customer; market information about a new country where you are going to do
business; financial data to write a report; hotel information for a business trip you are going to make.

« Who are you going to write to, to get this information? Ideas: a colleague in another department/from
another country; a customer; a supplier; your fine manager.

« Can you make your request for information more specific?

« Do you want to give any information to them? / promise action? / offer help?

Now write the email. i
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